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# Customize
Help Center @D Requests

Help Center / Technology Business Management

Technology Business Management

Welcome! You can raise a Technology Business Management request from the options
provided.

What can we help you with?

New Business Inative

ﬂ Open a business request for new services or technology.

This request allows technology and business teams the ability to request new business
technology. Please provide all of the requested information. You also need to complete a Project
Poster before a review can be scheduled. Learn more about the Project Poster guidelines

Raise this request on behalf of *

1. Harvey Jennings o v

Summary *

New Automation Orchestration solution to provide PAS capabilities to the eCommerce busines

Description*

The current state of office is highly manual and predi
that opens up a brand new opportunity to apply innovative technologies to automate our key

EYRRADRAT—=IRILEY —E. ITF—LIPARIIAXLEERICEDWT, 240D P un
Jira Service Management 7 A —AICEEAT 22 & T, BRICUIJIA N EHRI I EDT
EEER
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Atlassian Team Playbook ICIZBERTL A NEESNTE D, BMLBEIYRRAAZV 7 FTITH
DHEABNSATRL—Y 3 V& RETZIENTEXRT . ILLWEIRRU I T A MAF 1 —(Ci%
Fenhfcs, UTOTLAZHUTHTIRE L

e |T Project Poster (IT7AY ¥ hIRX % —) : ZnldConfluencelc$d. AT—7RILY—¢&
HEEINBZEBEORNF 2 XV b TY, BMEEEZERD, HchFizREL. BREZRIEL. X
T—OMING —E— T« — RNy I ZRELBH ST v 7T —h U THTLIES L,

e Capacity Planning (F v /X T« 750 Zv ) 1 ITF—LD—BE LT, HRBIFFHNTO
VU hEBEDDOBHSE, 2<HEDDZSILBVF 21— N—IADEEICHIEUHEIT TWET,
DILAE. BBIEDF—LDOEEDF v\ T« ZBREITZDICKRIDDT, BEDD LE%
BRI IF DY M EBRDET,

e [T Project Kickoff ITZ7BY 7 hDF YV IAT) 1 BRIEDF—LHBYAIA =2 A=,
BRICAS KSICHAEL. ITZAY I M ZEINICBENWTIRE W,

e Retrospective (kRDRD) : 7OV 7 hHAET UIcS5. F—LELET, AN KR WoTfehn
RENFAIZLET DNEHNZIRDES> TELE>THEL & D0

Business Automations (RPA) Project Poster

Created by Paul Buffington
Last updated yesterday at 8:04 PM + =2 Analytics

Status / Priority Team Businss Request
Status: IN PROGRESS Project owner: @Harvey Jennings B} TBM-8 - New Automation solution
to provide PAS for eCommerce
3 » . e QUALIFIED
Business: STRATEGIC Team members: @Mitch Davis @Alana Grant @Jennifer Evans
ipact: (o Project inative

[ BSYS-11 - Workato Automation
Orchestration solution for PAS
SELECTED FOR DEVELOPMENT

Define the problem

What is the The current state of office is highly manual and i that opens up a brand new
problem? ‘opportunity to apply innovative technologies to automate our key business processes. This is especially needed to support
oour ecommerce business unite to support the rollout of new products coming in FY21
What are the Deploy an Automation Orchestration solution that provides PAS capabilities to the business
possible
solutions? Rule-based ion - Advanced i - Intelligent
What teams and Rules Based Automations Advanced Automations Intelligent Automations
systems will be
impacted? Robotic Process Automations bots Chatbots INPROGRESS BACKLOG
INPROORESS * Voice recognition * Machine Learning and
« Provided Attended and/or Unattended « OCR, ICR, Augmented Content Analytics, Al for predictive and
onse canability AN skt Alasdaaal suaaestive analvtics
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5B Technology Busi... Projects / Technology Business Management / Queues
ﬂ% Service desk project i3, .
Review *
° Back to project
T Key Summary Reporter Assignee Business Service
Queues a8 TBM-15 New Automation solution William Smith . Max Taylor Open Webstore
to provide PAS for
All open 15 eCommerce
Assigned to me o 8 vu Move product catalog William Smith @ AanaGrant  Open Webstore
shopping cart summary
Unassigned 5 to top right navigation
Business Requests 10 a TBM-9 Mobile app update for Harvey 0 Mitch Davis ~ Mobile eCommerce
FFIEC support Jennings
 Review 7
a TBM-5 Move eCommerce William Smith Qa Alana Grant ~ Customer Care
© Deferred 1 product catalog to
Hadoop cluster
L Business Approval 2
8 s Customer Care mobile John Meier 6 Mitch Davis ~ Customer Care
© Qualified i app navigation update
 In Progress 2 B8 M3 Webstore Logistic Paul Buffington . Max Taylor ~ Open Webstore
scheduler integration
 Completed (30 days) 1 with Google Calendar
Enhancement Requests 2 a TBM-2 Add Snap and shop Harvey (a Alana Grant ~ Mobile eCommerce
pintrest integration to our Jennings
Bugs [} webstore.
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Q IT Business Syst... Projects / IT Business Systems Work / Portfolio Management
Software project
Kanban board ?r  Releasev ol e
Portfolio Mana...
O o > ¢ 2 P
Q M ‘, +2 Only My Issues Recently Updated
(ID Kanban board
|22 Reports BACKLOG APPROVED ROADMAP IN PROGRESS DONE
Multi-destination search New payment system Webstore customer Zenefits integration with
mobile app release for Expensify
&, Relesses B A eoor B A oo bl
B A
€ Bsvs-6 @ nsvs2 B 4 e
&) Issues and filters 2 . S
E Paes HR migration to Lever Migrate from Soho CRM @ BSYS-1
cloud service for (AZ datacenter) to Webstore eCommerce
€9 Components recruiting team Salesforce Marketing system upgrade
B A g a refresh and DB oA
+ 7 & - migration -
r_, Add item
@ Bsvs-7 © Bsvs0 B i @ svs
{3 Project settings
Qosvse Fast-track product
catalog experience
Billing service system &
upgrade a2
B A e @svss

BSYS-9
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# (@ (@ Boards Q Sopiol] 1 e

Technology Business Management ¢ Atlassian ENT. @ Organization Visible (<) nvire {) Calendar & Butler 3 Confluence ¥ Jira - Show Menu

Backlog Approved Roadmap In Progress Testing Done
= Backlog [ Design 3 Development Q, Testing @ Delivered
Backlog of Technology Business. Design & Research Configuration / Development Testing Complete
requests e = ¢ = ¢ = ¢
= e
2 Zenefits integration with Expensify Webstore eCommerce upgrade
e = Migrate from Soho CRM (AZ Workato Automation Orchestration \

eComm Multi-destination search )

datacenter) to Salesforce cloud solution for PAS \° Qikoriis: (@7 liom #5 &
OMayso @1 Hon 1

©own =017 @ o ovvw 62 21

+ Add another card

= 0
HR migration to Lever cloud service d Fast-track product catalog

for recruiting team Upagrade to payment systems - . ;
Quiz ¢1 1 5 OMy20 2 Gon §1 Workato Automation Orchestration experience
i o solution for PAS Oiands B0 o

= ® 3
Migrate EMEA team CRM local © Onrt @1
instance to Salesforce

+ Add another card =]

Migrate eCommerce product catalog Workato Automation Orchestration
to Hadoop cluster solution for PAS
Webstore Logistic scheduler
1 BoN @ Apr 30 1 1
integration with Google Calendar @ 0 Onrso 1 X .
O© Jun10 e + Add another card () + Add another card <]
— 5 e )

SAP upgrade to sap analytics cloud
Oaun30 @1 ®o2 1

Add Snap and shop pintrest
integration to our webstore.

-
HR systems reporting upgrade
®on

+ Add another card
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2. IZEMNRI~CEEOEE X BEMbiEmRE U TRIRLE T,

3. ZN5ICX L Tlira Service Management TEIL 7Y —EXDU I ITX KNS A
TEBELET,

4, ZEQBEENEE. BITAT—Y A0BFIL—ILEERL T, ZOFHFHIBEHRE X
Ty TICBHUET,

5. 2OFHFLWIOBRICDOWT, ITRY YT ERETF—LICANL—ZVT%1T5T
<T2E 0,

6. Jira Service Management D LIR— K ZERAL T/ T7 4 —Y Y ADER - WE
ZITWET,

7. ATy T1~6%#DRLT, BRI ZEEZSSIEMULET,
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TELUHEEF—LOEEFEKRKY I IXANZERELT S

LAY—=RITSMY —ILTIE, 1275, BR. REFT-LDSEEFEREZRETZ2ONETHEL
WTY, ZEERICIE, BERWI A —LDBET, FIC2D20YV—ILZDBIRITNIFE SR
AREICE > TE BENDMND. 7A=Y EDET,

Jira Service Managementid, ITF—LEYV IR TP F—LDRHDEIL T —ERR—F LT,
AV T SDEEERERITIMNITBEFBITETT, COPTIE ITRY Y TE BEREHDAYTF
Y AEH, EMOFECL E 1 —DRERAFEREDY v 7L —R@E SXITRIATOEE
ERNSBEBICGEIRTEZXT,

Help Center e €@ Requests

Help Center / Infrastructure Change Cordination

‘:,‘ Infrastructure Change Cordination

You can raise an Infrastructure change request from the options provided below. Many of the
Standard changes are pre-approved with automation to speedup the request process. You can
also raise a change request for more involved service changes and application upgrades.
Depending on the complexity, service and risk they may require additional review and approval.
Our team is here to help and ensure the business has the technology capabilities to serve
customers.

Please contact the Infrastructure Change team if you have questions. Thanks

What can we help you with?

ion update (p change)
* Pre-approved weekly production system update that may include a configuration or data
update. (standard change)

Production application upgrade (normal change)
A stanard change is requered for all product system upgrade. This requires change
review and approval before the change can be implemented.

Network Standard Change (pre-approved)
% Choose from a list of standard network changes to open a pre-approved network
production change.

BEfbZzFERAL T ZFANTOEAZRDODLANIICEIE EIFEF T, Jira Service Management
ZCIICDY—ILEHmBET BT, BELICELD, AEEOI—ROIOI Y MNILBEEEKRDHE
BDAIREICR D, BEBICHULTOCALNIVICESWTHERNG TR 7 -V 2nEd,
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BEt Y RV ETILZBWT, EEDEEIRUZDITS

TYRTFLNDEEFZOHEE, RBEADOYRIICDBHIZDBNNHDET, BEXRROBEZEE, Y
AV ZHFBLNIVCMZA DD, ZEEAE—RZMREIESH2ETI, LHL. URIZEBRI B
IKlE. T—9ZFEL. VRAIDNEVWEEZISNZEBZRECEDLSBETINRETT, 22
T. Jira Service Management @ BENLEEBED EIZ T,

DXVEEDRICIF, BRI TRE) "BE. REZRIE7 TV Ir—yaveY—EX; &EWo
fo. INRTOMBICHEBET ZEENHD. FEAEDEFEYRVETILICEEFNTLET, Th5D
A7 REEDNCE, BEBELIAV IS4 TV RBEHRE, HRIEOEBEEOEREZRET 24
EMNH O FT, Jira Service ManagementDJ IV TR 74 —ATIE. BEEY RV ICEYICT Y
CRATBODREREMCT —FZREIT DI ENTEET,

# Customize
Help Center e €@ Requests O

Help Center / Infrastructure Change Cordination

‘:,‘ Infrastructure Change Cordination

You can raise an Infrastructure change request from the options provided below. Many of the
Standard changes are pre-approved with automation to speedup the request process. You can
also raise a change request for more involved service changes and application upgrades.
Depending on the complexity, service and risk they may require additional review and approval.
Our team is here to help and ensure the business has the technology capabilities to serve
customers.

Please contact the Infrastructure Change team if you have questions. Thanks

What can we help you with?
. Production application upgrade (normal change)

A stanard change is requered for all product system upgrade. This requires...

Request a Normal change to a production system requires review and approval from the
Infrastrcutre Change Control team. Please fully document your change using an RFC change
Confluence page (RFC Change Template) before proceeding to submit the RFC. This speeds up
our review and planning process.

Raise this request on behalf of *

Mitch Davis o v

Detailed description of the change *

BHURVZHIMIT BICiE. ROKLSBERDBHD T :
1. COZEBIEEERERNICETLERIN?

2. COEBFBBEICO-ILINYITEETMN?

3. ZDEFERICHTEZTAMIETLTWETN?
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INSOEZFICEDNT, Jira Service Management DEEIL T Y YV NEEFERDU XU L
NIVESTEL., BYRY X VEZRELE T, £fco UTOEEZEHEIZIEHTEFT !

TEERZ RE, TBE) "8R3, FEY—EXT A 7PREEICL>THETS

THELTEDERARL. VAVOEWEEZEDLOHDEMT—V 7 O0—1RE, TEEREEEE
WY Jira 7 —2 7A—DQISAN)L—F 4 VTT B

ISRZIBRHNZEDEETDIEIRVDEEICDVWT, BESNAT—IVRILY —ICBAT S

77w I%NLUTSlack®Workato B EONEBY AT LA EHEERT S

Jira Service ManagementDE&E{EY RS v /& KOy 70T -0 70—z ERAI 2 &, hRY
LRIV ThZERT BB, JiraDikkE BEILIL— L ZBERICERTE XTI,
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BMHLRLTE /NS BEERAMICHMET %

EMLBETEE XD NS BRIEEBAMNICHMET D E T ITF—LAIINSBEEEZHRICEEL, TF
IOt ZAERFEICHESD, URTLNIVEERT DI ENTEET, Confluenceld. EHMLRIEEICK
BT BITRY Y T ERF—IHRLT — VD ET, WENVEDDF—LEBDEBRF 1%
VREERLU, EPLE2—ETa—RN\y I ZREHL. TEENEEINZETTYT7ILY A LATRE
EEARITS T ENTEET,

LUTFE. $2F—LDKREREBEENSRYRAY EEFEBICHMEL TWBHITY, Confluence
R—IH 5 Jira Software A b —YU —%/ERK L. BEERAD) VI ZEMULTASBIChZvF T
LTWEY,

NO IMPACT security team review and feedback
>
NO IMPACT product system, database, file system backups
NO IMPACT initiate outage communications plan (internal boards & Statuspage)
OUTAGE reconfigure load balancer to point to holding page for outage

ICM-75 - eComm system - reconfigure load balancer PLANNING
OUTAGE add new servers to datacenter node

OUTAGE install of Cent OS update
3 ICM-75 - eComm system - reconfigure load balancer PLANNING

OUTAGE upgradeDB cluster to MongoDB Atlas
OUTAGE software patch - Install eCommerce Product Catalog search update
NO IMPACT Endtoend systet Create issue asing
Create multiple issues from table
NO IMPACT restore load balal
NO IMPACT service restoratic System JIRA 7
. & Platform dev ~ 0 story -
NO IMPACT Change post-img
Summary*  eCommerce Product Catalog patch
Description Ship a software patch to address the
product search performance issues y
Communications
Create ~ Cancel
What Name ———
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ZEANIYIEXIVKPlHCE>TEEOOY VHEIRY

BEITHMTIE. FENGLNR— N ZERNICHERL, BT UEEFEEZRRI DI LN TEEXT,
ZEERBENT AN VAZAET BRICIF. PEEXESZEBETIUTOLSBUEREICERZY

TTLIEE W

EEEFYAL) —THROBAETERINTVEH?
o —TFEHRICE T2 EBEDRIMNE & ARE

o FOEXEEICLHNDFIIRHE

o ZEYATRHIDITUNUDRSE

o TERITEDHEE

THICKDY—EINDREF?
o THICEHET A VYT Y NI HARS
o TEH|CHS FURNDEIRZA VI~

ZEEABEOHNF YA AV T ZA TV RABEEER/-LTWEH?

o AVISATVRAERTHZIPEEFHEDEBERMRHEEKRE

o THI[CHSAVIZATIVRAVITY NEEFE

ZTEABZHAEL. ZOEEHSFEET HHIC. Jira Service Management &, I<ICHER S
LR—MERBEITZLET TR, WRILY YV aR—REBE - HEITIEESHITVWET,

Jira Service Management%z MERTE2B®WR EUTEAL T £8B, 1v¥7r b Y-
A, A—R2RDT—FZXEDBIENTEXT,

IT Change Coordination # Addgadget Editlayout

Issue Statistics: IT Change Enablement (Change type) Filter counts: IT Change Enablement

type Count Percentage
92
Total

2%
A — - it
33 36%
Total 92 2
s - Awaiting CAB approval
1
IT Change Enablement - Change by type [ p——
14 4 8 3
All changes ‘Standard changes Normal changes Emergency
created completed completed changes
eeeeeeeee Average Change Completion Time (wee... «-

15t Mar
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DevOps DEEIC K> T HEDOV ) —REEAEICITRTS

REVATLNDEBF, FWTWVEMTEMLGFIBZHWET, £fo. BROF—LAICEET 21
(ZzEBUGNS, BEEREYRXRAVATAICNTZ2AVTSA 7V ABBERBUATNIERDFEE
ho UD\U. BNV TR TSIV NTA—L - FX -7 - Y—EXZBATRICDONT, F—L
MTAYTZANTVFvZ2EBITZ2HEFBRICGELLTVWET, EFNICES &, 2<DITH
BN DevOps ZHAL TOA— R PEREEDOY U —RAZHRNVICEE L TWVWET,

TTOAMA Y NERBER?

FTAAM AV NEBE . FRFREZEESN/IN—RD 7. VI KD T7. ZOftd 0
VIR—FX Y N EARBREBICBITIEIEEDCETT, £lew. TARNPRT—I VT Do
[CAViR—X Y hNEMOBEICT O35 b InicgaEzFnExd,

ITIL® Foundation: ITIL 4 Edition, 5.3.1, Deployment management

BVWRERETERTUNYDNT Y A& EZHIC, ITIL A TEFLWENERFETHD 77
O AV NER, ZFHALTWET, BRBICES>E. CO77O0—F Tl 77O XAV RNEY Y —
ZANSYIDEELUTEZTWET, U—EXZRHIZHICIEF. 3DDTFI T4 ADITRTHRE
TY, EERBECTIEMPULBEROREL, 77O XY NEETREY—EROAVR—XXV N EH D
BENSHIOREICEEIEZAEEEEL. VU—XEETIEWD, £DLS3lcLTa—H—H1
YIR—X Y N EFBTESINCEBLTWET,

ETEEHR F7OMRXY NER ) —AEME
J—F&ELTRRENS DML EREERAS d1—Y—IBEEBESHNMNCT S
(N—=2 3 VEETIFEER) BfEEY AT LNDBT DI X EDHET
(FreldmiEzRd)
EDESBEE? TEEFIOCTBIE? YU—RCEDESREEE
52%7?
: S MEE7550
1Y750EN |- mREE — > BT L

1VIFRANTIF ¥ . Y
oot —— RT3 —» RN

LS DP AN AN
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—EDORERI)—RICEFEFEHDTLES & KRBLRA VI TY M RET IR LR
D, BENREVRESICRERZRDII20NH UK ADET, KD/MWEIL KDEERY Y —RI(T
IT52ET BENRBAVITYNDEREZNZ DI ENTEXT, LEXIFAFVYT7T7OA0 1L
2RICVY—RZ2T7AOC4F2HIC. TANEULTNS RS T2Yy NEOI—F—ICHEIESEDD
ICRBERAETT

H55—D2ODTIZvIIE. TIN—V )=V F7AAMAY N EFEFN, I —DF IV T LZRS
URBNRsET7 IV Tr—ya v aERICY ) —RXTBHETT, BBEICES L. 2202<AUEAER
BN HZER-TLETW, ) -y RETRBEOABRED T 7V r—3 Y% RA KU,
MINN— BETEHF LW IV EZT IO ULTTAMNERTUE T, ABREBEOEFN TELS,
A—RNZoY—% TTIL— KEELFT, BUAREEGNH BRI, BEIC U —> ) BEI
A=y 7922 ENTEXT,

HUBHRBRIOMERED 'DevOps DEFE EWSHEREBATZ0R5E. BEDCEBET L ZBEE
TRIBIFDOF v+ REMRBTUL & S0 DevOps Tld. M1 > TV L—> 3 > [T Y /N
(CI/CD) e DBEEME/INA T4V ZFRAL T EEZSERAR I N TRENRERE, /NI
TEIEZIENTEFT, INITE. ITF—ALAERABF—LIHWADTZ VT4 A E—HIEZ &N
SNAYRICYTRT B ENDETT, DevOps DEEMNSIE. 7TV RN TA—L-FX -7 -H—
E'R (PaaS) MME#ICRZIcDN T, BERBRAVISZANIIF v ELDBEICHETOEET,
XA REBICHLT BICiF. K DFEELRMARR. STEICEITZ2IIRL—Y 3 Y0k AV TS
A7 VRACRTZ2EHOA LR E LD, VRIVZERITZERAFIC. RYVEIUYITEDER
UCLKS5VWDERSTREZHEETESLDICRDET, ZOMHER. MEBZEGS LA, I—RE
ULTOAYTZRANZVFv I aRbINEzT,

Cl/CDY—JL*% Jira Service Management &S

ABREBEICAPTCIO-—RFZHAEI2ERFZ L TVWDEEIC. ARELSIEEICESEYICERL X
o ZORDEFAAERMFEERZHUL. VI ZYDBEITEEF T v h2ER L. 3— FOERE
5952 &N XY, Jira Service Management Z Bitbucket Pipelines ¥ Jenkins & & dD
CIICDY—ILERAETBIET, REFRED V-V 7O0—DHFTEBERBTOLAZEEILT 2
ZENTEEXET, INTOEE(L Jira Service Management TU 7 ITA k& U THEMICERS
N, AEREICT 7O SNEEOEBRLHRZINTHER I B ENTEET,
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Cl/CD 9%

— 4 Jira Service Management

o Bitbucket
)
L}

9 Jenkins

BREH
] X7§$1ﬂﬁ HEERB LT TOAFH

% circleci TYYY
* Octopus
Deploy

*Jira Service Management 7 27 Kk ©F| AT &

BURYDEE, ERHIBE

_— Automation for Jira % &M

Automation for JiraZfERAT 2 &, IL—ILERELT. EY I NI FPEED') XU %= BEMICFE
filb., RAFPIT B ENTEXT, BEEARDIL—ILZRELT. VRAIDEVWEEZ U TERL
2D, Uxﬁ@&maﬁ@ﬁ%ébﬁébtl—tﬁﬁ:%@éﬁ%:tﬁv%i?oiﬂ@ﬁ%&
BRI BDHic, #HELZELERLED, ABLF DI ZIRERZESHD T TAMEBEZRRL.
'JX?’&EﬁlJ\FELCTfﬂi_Eb“B\ RAFICTZIUTANERUET,

Bl . @ Back [ IT-455 ® -
Service desk proj

Deployment #321 for Refactor transaction logic engine STATUS

@ Back to project Awaiting approval v

Create subtask @ Link issue
Changes This request requires your approval.
Bl changes 3 Deployments bot raised this request via BitBucket Hide details Approve Decline

View request in portal

Open changes 10

DESCRIPTION

do 1more approval needed to proceed

Awaiting approval n Pipeline #413

Repository: transaction accounts REPORTER
Closed changes 12

¢ Branch: master Deployments bot

Environmenf t: production
+ Add queue ASSIGNEE

AFFECTED SERVICES

’ Annika Angarajan
Banking-transac tion

CHANGE RISK REQUEST TYPE

[HicH] [2 Change request

IMPACT PRIORITY

Significant / Large ~ High

URGENCY

v Show 12 more fields
Medium Labels, Request participants, Organizations, Time tracking,

*Jira Service Management ¥ 5 KRR CHIFRI &8

Jira Service Management (&, CI/CDY—ILD5 DEEDFHM, ZEZZ T —EX, EEY
AP A7, EEEAREREDEERRZHENICEFTERDOFRICHND AHATT, ZDIcHEEEIE
EHiF. TEEZARLUED, BIILE2—ZERULEDTZEVNSRIRTOIAVTFRANZIEET 2
ZENTEEXT, AFREF. Bitbucket@EDCI/CDY—ILH 5 U T TR NDEBRLZ I < ICHE
RIBIENTEET,
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Deploy change

«
fa

bitbucket.org

STATUS i W Bitbucket  Yourwork Repositories Projects  Pull Requests Issues  Snippets  [OEEIY Q search

Approved v

Ec“mncyemangm banc.ly / transaction accounts
REPORTER Repository
Q@ #a13
Deployments bot <> Source
¢  Commits 4 95f9ade merge changes
ASSIGNEE fivaat
@ Annika Angarajan Iy Branches © afewsecondsago & Today )
19 Pull requests
© Pipelines Pipeline fo]
& Deployments
© suid
B Downloads ‘
[H Boards ? run - test 125
&) e @ staging m 255
@ production T-a55

*Jira Service Management 7 7 KRR CHIF AT 8

BEMNKELLHBE. Jira Service Management g1 > ¥ 7Y NEBDHDEBHZEEOY
ZBHEBNICERLE T, CORBICED. ITERF—LERAREF—LRE. IDFANSINTOEREIC
FOERATEZ R, FERPRAEZERL T BEZRRICBRUTERTZZENTEET ., MK
EENTF—LZRUTSY R 74—LEICEDDIET, PRIV T YRBEIRADEITREIC
WIS BIeDICARARBRRTIEZEEEIZ LT EERBEAOTF TO—FZRHL TVET,

TSMOTeHDT LS P VTEEHA R 36



P—EZFUNRY

B—ERERERE

229K QYEa1—T 17 &Anything as a Service (XaaS) ¥ —ERDRRTIE. ITF—LAlE
2L ERBIATDITREZEBLRINIERD KA. BRERT -5 X—X (CMDB) Ic&F T
5—A7T. ZLOITHBNCMDBICHifEZREZS EERHLTWET, CMDBZ7OY =¥ bk
TH5EHLBLHBDERh. 5. BRICDEERITTRBVWOTY, A—hF—HicLd L.
CMDBA ZY7F 7D 8O%MNKRKICKED> TWET, ZOERAIE. CMDBOTF7O14%ZHED I
HLHEHETHROLENSTT, ZORER. ITF—LIFEICHKREDER (fENHZDHESMIFRI&
LOZRELELSEL. ZORREFMNORBZMETZ2DICEFLTVWEY, COLSBT 7OA
F. RENICIRIFEAEMBENZ, BRNICR2E7OY 7 MAIRALL. VY —XZEBKICL
TLERSZ&IC@bET,

Y—EABREREE?

H—EZABREBERBE L. Y—EABREENZYR— NI 28BE7ZATL (Cl) BT BIE
M OEEEOEWVERZ. RERESICURERBATIATESL5ICTSHIETI, &
niciE. CIOBEAECCIHOBEREICETZ2BERIAIEENT T, COMERFY—ER
RYTPH—EREFINEEEND ZENEL, Y—ERT—FTI/F v O—F=EFHLT
W9,

ITIL4lc&BE

ERBHRONE L MIFICHDERSTNE, ZOBRNMEFHTMEEDONTVRERZ &
NEETHD, INTDIVR—RY MNTOWTOREDFHMBER., 2L TBOIVR—=%
YRNEDBERIEDOVWTDRBRINTZHMREFT DICIEFIARNDDID DT TR, (FEAE
BEzbi5IBRVWENLH D, BREEBEOEHIE. BROBEZERL. BREEINVMIC
MEEEICERT 20N ZEBHE L L THRELUARIFTNIFR SR,

ITIL® Foundation: ITIL 4 Edition, 5.2.11, Service configuration management
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Ny IO VD7 TO—F TCH—ERETIVL —FT I F v =2 8L

CMDBA S & D EZL DffEZSIEHT ICIF. EBFEDEET —ERXDHNST—FZEEL TS
REW, RPEBEQREIRXAT—ERDSB1D2FLIE2DIN6HHZIET, U—yRFZFO—F
ZWMBIENTEFT, COLIICERZRDZET. CMDBOERICEDLETER L., BET S
ClEREFRARZER DU —EANY TZBEITHIENTEX T, SSICEERBDIFE. CMDBIZARE
BT—9A—N—O—RULTULESEVWSKKZEITHEVWSIRTT,

Ffe. T=97zTL—YavOBRIB. Z<DITF—LICE>TREDEDER>TETWVET,
AWS Management Console ¥ Microsoft Azure PortalREDF7 7 r—> 3V ZFAT S &
T Y—ERZYR—NFBITA VI SARNTIVFVICRRICT I ERATESLIICBRDET, &
DCMDBDEHREBRICHER ™—EXFRLE) OF 7TO—FICL > T, RELRBERE ZOBEHRD
BIESIMEDNT Y REEDIENTEXRT, Fleo INTOIAVR—RY b EZDORERICETS
REOFHMERZHITT 2BOINIEEZRBT 2 ENTEET,

BV b H—ERICHE L CMDBEEEOEAFE

o H—EABREEDBELEIYRADBEEZETDIT 2,

o T—ERA—F—PEIXRRAI—F D5, EFa2UTsBHICEZET, TN
TORT—I NIV =AY %,

o HZRBEWAD —FHRNICEDELSBY —EXDNREN, Y—EXETILNEZT

BRI 2N ZRTT %o
o WRMSHH D, BEICERL, NESRIENSTAILT, BHRICEDLETE
I %o

o AT—=ZEUFT«RIFTHRI PIYIVT1BRIFAND,
o T4 AANY—PEEMLY—I/ILZEAL TCIBEREZRET .

e CMDBOTF—4MBEFICESHEVNLDSIC. T—F7xTL—YyavEiREEA
ERA

o FHETUTZIVIALRT =Y ZMITITZODEBEXANZ_XLERET %,
o IRNDIEDEFAHALT, EEPLAVIT Y IDOSEI,
o BLAECEREHERL, EVRAY Y —LWUELSEHEEFT 5,
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HEeATHR— Uit —EAE 2 — =B

Service Registry 92 &, EVRAERADEERE IR AT —EXPEMY —EX Z/E
ICEIRT D ENTEET, AtlassianPY—RN—F 1 BEFTOT—F &K, 7T UHE. 7
B alge%R Atlassian Graph 75 v b 7 4 — L EICBESI iz Service Registry l&. M AE0 Y —
EXDAREZSED. ITF—LERARF—LOEEZREL. EVRAICBDEABZ—XICHIEY %
F—LBEOIZRL—YavzmdFET. UTOLSBY—ERBRICTSICTIERATEET

Service knowledge base (UF—EZXFL v INR—-X) —KH—E R KEFHFK. F—LOI—
FEEENEDLSIC—HULTVEDICDOVWTOFMER, Chickb, REERZBEZSOI—N
EMDF—LDI—RELDBREICBETZZENTEXT,

e Service-aware development (t—EX 77 x 7HHAK) — 21— —HBEDDOEEE T —EX
EBRELVABNSEIML. BREICIGUTY—ERBRICRKEK T/ ERATESDLSICTSHI LT,
HEIOERXRZAE—R7ZYFUET,

e Smarter incidents (D ANY—KGBAYITVURN) —HEEF ITE2H—EXDRR. FOHY—
EADINA TSy 7Oy v, T700400—ILI\v I, STV IANORERT 7 ERAICK
D, ATV MAIRTF—ALIZEDAERICHEEBRTEET,

e Service-aware reporting (T —EX 7 7 LIR—K) — U —EXDOEEM. T 70O K.
T7OA47 0y h—ICBITBLR—KNCFZ VAL THEZRFEL. 7—7 70— %2®ELET,

a Configuration Mana... © Back
Classic service desk proj.
Open Webstore

All tickets Description
Through open-platform flexibility and extensibility, our team has developed a e-commerce platform Tier1

Service requests
Project
B 175M service Desk ot

Problems

g
o]
A Incidents
%]
Z

ier2  Digital Storefront

©
o
<9 Tier2  Product inventory management
©
23

ier2  Purchasing Order Management

st Reports
Service D
@& Customers
b:YXJpOmNsb3VkOmdyYXBoOjpzZXJ2aWNILZJINJQTY2QOLTCAZMEtMTFIYS04ZiMyLTBhNzd  Copy
3 Ticket channels
o

*Jira Service Management 7 7 KRR CHIF AT 8

ITSMOHDT LSV P VUREHA R 39



P—EZFUNRY

FHBECMDB7Z V=gtV Y a—Y 3 y%EihR

ITHEBICITIEEEEPLCPCMDBICEA UL TRABZ—IDBHBDET, TN ZHELLDEREKD
Atlassian Marketplace T=Z—XIcE>7cV U 21—y avERUTWBRERTY, I TiE. &
ANRDHZT7 TV Tr—23 v D—8Z BN ULET .

Insight — EEEIE

Mindville @ Insight Tld. &HFDOCMDBIRESINZD T, ITF—LEFE—XICREZT Y b
FPIVT—2aveEY—EABEZHRICERTEET . FHBAF-—TLUNCH. Insight iFKF
BROBEYZDOEES . BEb. {EEDHE%Z Jira Software & Jira Service Management T
TS5 ENTEERT, &£l Insightid. AWS, Azure. Microsoft System Center Configuration
Manager., SNOW 7 ED—RIIERY F =5 DA VIR— M PIRERRY Y EY VZ Y R—K9 3
T—IRAF—XBMATNET, E5ICF. BEA NV M) EEBZ-XCHIZTBIEHTEX
ER

l o g Assets Search objects [+] overview Graph  Object Schema -
> J No description
Search object types_ Q @ OO Application Objects ~ Attributes  Graph | Object Type +

No description

%
¢ Fiter Search ~ Q  advanced 26 |~ | &~ | 0D~
1 S) 2 Name * Assets / .. [ Application / AST-55
+2+ Systems . .
I 8 Host (3 © gy Apache TP Seer iVend Point of Sales
| “4 Database (3) -
|- m Network Devices (2) #edit | (Jcomment  More~ @ Object Graph @
L @os @) 5
NAS (2) ¢y eCentral Product Catalog
* © Business Service (6) ¢° ~ Details ~ Dates
& Application (9)
& Module (7) Elastic Enterprise Search Name & & iVend Point of Sales Created 01/Mar/20 10:17 PM
o3 Status (RUNNING Updated 26/Mar/20 2:41 PM
. . Owned by §, Harvey Jenning gs @ Max Taylor + Inbound References
iVend Point of Sales .
Supported by £/ ecomm support

o

@ Business Service k)

Host B Dell PowerEdge R910 16-Port
MongoDB Charts Referece Applications & Apache HTTP Server ~ Attachments
v Activity
Network storage Comments | History v
v @)Paul Buffington edited a comment - 26/Mar/20 2:48 PM Attach Files
There are no attachments

Product Catalog Migration to MongoDB Enterprise improved product search times by 80%

ke

We've updated the SumoLogic search monitor to capture performance logs. v Connected Jira issues
This update will generate alerts if the performance falls below the updated

Filter: Unresolved
SAP ERP levels. Happy customers :)

&

[IICM-99 Weekly product %
£ comment catalog update

<
3
z

Show all filtered issues

30 o gt 39 of g% oo

3]
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Device42

Deviced2 Tld. IRED Deviced2 (1 Y A% > X & Jira Service Management Zfi& 9 5 EIC L o
THECMDBY Va—>avf&EzR2ENTEET, V7VREAVYTLIRDOWMA T, IEFE
D OEFENICY PILT A LBAVTA N EHRIcOAVE1—T« VI RBICEEITTERT, T—
YF—LEFITAYT772ERBL. —AEYRXRAU—F—FEE. 1Y KNU, BB ZTEEREIC
B9 2LR—bZER. ITF—LRBRABPENCZERLT. T—N=D5ENAILT/NAXEXT
DF Y NEBREICEMT DI ENTEXY, £eo BEBBIIL—TPIITURAVRAIV DY
AIVIEHRI DAY TFYRTZVZ 0TV —bFy hBRHLTVWET,

Da2AppWeek
Software project

B

DAP board -
Board
Backiog

Active sprints

rEEDE

Reports

Releases

Issues and filters >

Pages

Components.

O @ E P

Add item

fel

Project settings

TSMOTeHDT LS P VTEEHA R

DAP-48

Upgrade

#Edt CComment Asign ToDo InProgiess Done Admin™

Type: Task status: 000, (View workfiow)
Priority: + Medium Resolution: Unresolved
Labels: None
sprint:
Description
Click to add description
Attachments
@3 Drop files to attach, or browse.

Activity

Al Comments  Worklog History  Activity

Q) Devicea? Asset Platform V3 created issue - 2 hours ago

@ Wil Acheson made changes - 2 hours ago

Fiold Original Value New Value

Assets {com.devicea2/device139] {com.devicea2/buildingT,

@ Wil Acheson made changes - 2 hours ago
Assets {com.device42/builingT,
com deviced2/device13s]
@ Wil Acheson made changes - 2 hours ago
Assets {com.deviced2/building,
com deviced2/device13s,
com devicedzjrooms]
@ Wil Acheson made changes - 2 hours ago
Assets fcom deviced2/rooms,
com.devicea2/device139]
@ s ada iR S

Assignee

Marco Simoes [ marco.simoes ]

‘com device42/device139)

com device42/buildingt, com.device42/rooms,

‘com devicea2/device133]

[com.deviced2/rooms,
‘com deviced2/device139]

[com.deviced2rack7, com deviced2/rooms,
‘com deviced2/device139]

Wil Acheson [ admin ]

]
hesignee: @ v Acheson

Reporter: O Devices Asset Patorm v3
Votes: 0 Vot orthis ssue
Watchers: 1 Start watching this ssve
Created: 2 hours ago

Updated 2hours ag0
(hssets

B oot v

4 NHCTDCIRY

[ rack]
Label
Originid:
roomid

first number
building id
orientation
building address
tags

room name
size

building
contact_phone

da2 object type

building
contact_name

row
id

start_from_bottom

space between_u

last changed

NHCTDCTR
rack?

5

B

B

left

101010 State Street New Haven, CT

NHDCT
a2
1234567890

NHCTDCIRT
rack

Arthur Dent

b
7

trve

true

2017-12-14T18:26:23 622785+00:00
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ITIL® Foundation: ITIL 4 Edition, 5.1.4, Knowledge management
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% oy £ = IT Operations ! -
L2 Analytics \lt I‘. s ] ‘.
— o
€3 Space Settings 1871 1
e Q Search for answers...
[4  How-to articl

PPPPP Major Incidents Runbooks Major Incident PIRs Resources (KE, KB)

* RB - TIS Webstore Purchasing system * 2016-12-20 - Weekly Major Incident and PIR * KE - TIS webstore product search -
Report
ice

© 2016-12-27 - Weekly Major Incident and PIR
Report
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o Financial Services - SRE Week in Review
« Bacly Consumer ...

« RB-Logstash mo...

« RB-Production B... <
Browse by topic Recently updated
> Known Errors & Trou... A-Q RZ

> Troubleshooting artic...
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> Service Level Manage...
known-erorr
> PIR for Major Incidents logstash
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ITIL® Foundation: ITIL 4 Edition, 5.2.5, Incident management
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IT5EF o
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|
-

O
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& Confluence
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O A¥N—KMBAY A= RT Y2 -V TICED T7P5—NEF) ZBRT S
O ChatOps &Y 7 vV ZFERLTF—LZELEIES
OASenIIa=r—rarve—mlblL TEERREZEET S
OAYIT Y MELIR—MDSAYITYRNEEETS

ITSMOHDT LSV P VUREHA R 49


https://www.atlassian.com/ja/incident-management/handbook

P—EZXARL -3y

BB GA YT NEB LA Ty IR EILT D

HONMUOHAYITY NN ZEE L THEEXFT, ANLAZ®BHL. 1YY T Y NRERIC
F—LADEFNZHIFTL., BREFTOFEZEMBIZDIENTEEXRT, EFETOSZI9T71RE
F—LR—=ZADAZRL =3V T ADAMAEBED AT EVNVNTL LS

¢ F—LDAYYTFYINY2—(AFRL—y3y, AIa=F—yay, BE#LE, SHRRE
BRE) Z/HEYS %o

o BEREARBREINDA VYTV N ZHEICEERT %o

o BXAYVIYTYRNDTIZUT 1 AENELT B,

o WIKT YL —hPRAT—IHRILY — (ALELORE@EA) @AIFOAI 2 =5—yavikE, A
VIFYRNNISAZI 2=y —Y 3 v EETYT S,

e BEDIDDAYVITYIRIGF—LDIAT ERDF—LAVIN—%ZRET 3,
* PIROTZV 7T« A%HEILT %,

o INTDERAVITYMIULT, E#HLRZPIRZEMT 2,

e PRI SRBEHIIIZHREK - £EI 5,

e ERAVITYNDYIAL—YaVillEEERT %,

?

[TSMD7=HDTP RSYPYREHA R 50



P—EAARL—Y 3y
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HEICIETCESL5ICT D

Jira Service Management (&, BHAA Y ITY MRNSERBAI VI T Y NCES, EETES
BIWRTT. BER—FILIE. 12— DPRELCHEEZRLDIDO—BHOHZAETEREL. T
R=hF—LDA YTy N ETHET BIcDICHERITNTOBERMNMEI > TVWET, REEEPEEN
1Yy TFY hNEHEBURESA. Jira Service Management iCHRE L., ZORBEICKHULTF o v b
DREITIN, BUYBRI—Yz Y hOF1—CI—TFT V7 InFET,

FRECEEZERICRETIDICE. HRNBEZF IV INITARL—Yav0HRIOBEE
Bh, BERDET, YRATLADPRE UMY YTV MU T, Opsgenieh’. Datadog.
Sumo Logic. NagiosBED 200U D7 FUPWeb—ERZEHICHEEL. PI—~T—%
ZRALTT7—770—Z8BLLET,

FTlc. Jira Service ManagementDITHR—h I =Yz Vb A1V TY R ZLXDEREEY
LB B . BRAIYTHFANZINTRFL DD, OpsgenielcTAAL—Y 3V FBLEIF T,
BYBY—EXF—LNEXD, BEONEBZMRBLET,

Create a major incident

A Thereis 1ongoing major incident.

Incident message*

Employees receiving errors on our website’s payment details page

Incident description

A few employees have reported slowness and 404s when trying to use our
public-facing website. Can someone look into whether this is a real incident?
I'll attach some of the support tickets.

Jira Service Management (&, Opsgenie hSHBERZRIAVTF AR ZITRNTEDAATINE DT,
I—YzzvhE BEEITZEXRA VYTV MDT TICOpsgenie THRAEL TWRLWHAZEREL T
RELTWBHRIFZNICUYITEIEHTEERT,

ITSMY =)L, EZF VYT IRT L P7— M RATLADEZET>1cDREDTEIHREFHSHD

Et Ao OpsgenieDEKRA VTV MEIITNTEBMICJira Service Management ICEXD A F
N207T, RERLPBEDIRTOERTI VYTV M ERENICHERT SN TEEXT,
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AV I—=IHORAY Y INEETHRBRVWF I—RIRDEIENS &, 77— MNEFNDDDH, DWD
WEZRBMZRRL TLERWET, Opsgenield. F—LADNEELRT 77— ZRRT  ENBLEK
SIEUVLET AT V21— IVZEBEL, I 1DDA VI —T A ANSITRAAL—3 Yy - L=l
EERITDIENTEDR D, ATy MREERICHENAY I-ILLTWE D, HENMELITREN
ZBICBET 22 ENTEXY, Opsgenield. PI—hEJIL—FLL, /A XZT LTIV
U. ENAIILX—)L, BE. v Y218H. BEFA-NBEDEROF v RIVEFERLTF—LAY
N—ITEFR U, BIEICRICEDDDIND LS ICHELREEI Y TFAMZRRLET,

Escalation policies Add escalation ===

1 Platform_eu_escalation v

@ onm On call users in Platform_europe_schedule, if not acknowledged

@  5n I Next user in Platform_europe_schedule, if not acknowledged

On-call schedules 2 10m All members of Platform Team, if not acknowledged
% Platform_europe_schedule ~(-04:00) EDT Easter Time (US & Canada) NORHm28 * v
Today ¢ >  Apr8-Apr21 1Day 1Week 2Weeks 1Month Calendar Timeline
Rotations  + Add rotation
48 Mo 49Ty amofe | amTh | ap2Fr 413 sa 4pasu | apsMo  AMETU | 47We | £1BTh | 4poFr 42088 | 4218

# Workho... o E3 B3
sothous o] N BN EN EN B ER &3

Overrides  + Add override  Take on-call for an hour

4/8 Mo 49 Tu 410 We 4MTh 412 Fr 4/13 Sa 4114 Su 4/15 Mo 416 Tu 417 We 418 Th 419 Fr 4/20 Sa 4/21Su
Reid Adams (user )
Final schedule Starts: Apr 12, 2019 6:00 PM
Ends:  Apr 15, 2019 8:00 AM
BMo | 4RTu arope | 4mTh ) 46Ty | 4f7We | &MBTh | 4N9Fr | 4/20Sa | 4/215u
Override
Work hou.s fi...

E3
o-horstinal il E BN DN EN O 3 & I3

AYA=NDRAT Y a—=)b, =TT I)L—Ib. TAAL—Y 3V EBEITERTE 57260,
BERT7 7N E2EICERIDIENTEEXT,
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Y b OMIGEITVWE T,

2. ERFvy Y MNIL—LZERALT, FTy b RATLREFTEBEWRES LW —
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3. ASMRL—yavoREICLD, TESEEBHHEICLET,
4. Fr v bRy NPEBLEEMNT S &, FHYRVDOEBZEHRNLET,
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HBE—TLTEET, Opsgenie TE. THTDONINZHBF v NEBH LD, RWREEE%E
A= LD TBZDTIREL, ETARBZEINREL THLLZET, F—LREITFILIALT
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VTNV RTHRREICKRITI B ENTEFXT,

&  INCIDENT #23 @R} Comecttis waroom

Gossie Romera has joined
the room

Gwsbﬂm a has started
sssssss

O Casey o
Fve olready done it will be effected in
~Smin

° e o
e it sl o s e o e el
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24 IT Operations Y IT Operations / Incident Runbooks B @ 2 @ v 0 B
= Overview RB - Bank.ly Loan Origniation Service
99 Blog

Created by Paul Buffington
Last updated a minute ago « =2 Analytics
|2 Analytics
{3 Space Settings
Runbook name Banking Loan Application

SPACE SHORTCUTS Runbook description  IT operations team fast reference runbook for outage response. You will find all

|-_;|J Howtto articles relevant systems and data troubleshooting tools linked to this runbook.
Owner: @Harvey Jennings  Version: 52 Lastupdate: Oct1, 2019

PAGES

> Practices & Procedures Architecture | Support contacts | Runs | Process | Application monitoring | DataWatch TIS Monitor |

Laas and New Relic | everest unreachable | Incident examples:
v Incident Runbooks

« RB-Bankly Loan... Architecture jif

* RB-Open Webst... Bank.ly application and enterprise architecture. For additional system details please refer to EA diagram

« Bac.ly Consumer ...
Golor code inicates

Whort buling what
- - o . - '
==
==
« RB - Production B... -

> Known Errors &Troub. e — N ] il e =)

Troubleshooting articl...

ITSMOHDT LSV P VUREHA R 54



P—EZXARL -3y

ABEDIAI 2 =T —Y 3 Z—Tb LU TEERERZEE

WHF—LRNTOIAZI 22—V a3V EHEI3AERETIN, BEPREELDBEREAYICTS
EEBNTIRIWTEFRTA, YRX—IY RY—EIXDEZIDDHBZS5H, X—UVIJUIXNEBEELED.,
BRICHIELIED T2 &ld. BHICTEDHDTIEFHD £ A,

BWSENSAYNTY RYR—MOBVWEDLEILHITEZEEL L5, Z<DITF-LTREE
BY—EADRAT—5 X% LIR— KT3I, Statuspage D& SBHRIS Y Y 3 R— NZfE
FALUTWEY, Statuspage RN DBEBM AN A AI 227 —23 VDDV TILF v X
JLEUTHEEL, SSICIEEEFHBACEHRZREL TWET, ITF—LARFFI Y ADOEEICKHEZ
WonzdZ e, BORDA YT Y MRICERT 2 ENTEET,

& Teomsinspace

Investigating - We're currently investigating reports of customers unable to log in via the mobile app. We'll update
this incident in another 30 minutes.
Jun 8, 12:25 PDT

About This Site

Welcome to Teams in Space status page. Subscribe to the top of this page or check back here if you're ever having

issues with one of our services

Uptime over the past 90 days. View historical uptime.

Web Application Operational

Mobile Application

Support Center Operational
API Operational
# Third Party Services Operational

Scheduled Maintenance

Database upgrade Scheduled for Jun 19, 12:25-13:25 PDT

We will be upgrading our primary database. No downtime is expected during this maintenance window.
Posted on Jun 8, 12:35 PDT
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Statuspageld. FESNTWBY IV IALEFENDT IV T A LDOEAICDWT, #HAF—
LITBHT DI ENTEXT, PV I T7—haT TR0 nid. AYv7IC—BLEOZ2Z
T—=avaebibl. FETOT7YIT—ROFEERST I ENTEEXT,

& 5. Jira Service Management /R—% JLIC/\F—ZBINL T, HANDOREFKEE I 220 —
VaVERBIENTEZ O, FHEOYKR—LFTry hZRS L. BREOEERRZEEISZ
EMTEET,

Bancly support

I IT Support

Need a cloud service? Raise a request here.

Status update
Our team is investigating a problem with the loan processing application. View Statuspage

What can we help you with?
General Technical Support
For all general questions or needs, like setting-up VPN

Request Hardware with Approval
For monitors, chargers, mobile and other work related hardware

Request Software with Approval
‘Any software applications required for work

Report System Problem
Report performance issues, or network oLtageshere

Upgrade System
Change or upgrade hardware/software in communal work-spaces

& Systems Access
Need acess to something? Start here.

Powered by 4y Jira Service Desk

F/c. OpsgenieDIFRICED, IRTDAYITYRENIA-UT, AVITYRDBRUICE
Z (T Statuspage & Jira Service Management Z BEIRICEFH L F T,
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RO EEDOREZHS I ENTEET, PIRZEMET S LT, F—LARBRARRZERFL. M
KRS EERICT ZIHNENTDIENTEET, EHINEFHIEBEZLHM T2 LT BH
DIYRTERS U, FENICH—ERXREBEEBA LI ENTEET,

UM U, Google#tDFAEICLZ E. 70% DAYV TV LE2a—R@FBENESNTLEVWET, &
EAEDPIRIF, Y—ERFT v b FyvhALY R, EFX—). #HLDORFIXYKNTHILY
DRITEBENTWET, T—ERXEBILEOBREBSILODEERY RV IF. EITSNBVEEFENE
S5NTWVWEY, Fifcsid. Z<DITF—ALNPIRZALRICTZTsy MUY —ILEFERBLT, F—
LDIT A=V RAELIDHRENTEZ L ZHFLTWSD &M DMD F U

Evh  ERXBPIRZOCRERET DHDRRANTFIT1 R

o HEMNEEHILTBDTIFHR, A1VITYINSF—ATERZEZENE L
E# = HCRAL OXb =MLY %,

e YVFIT, ATFRL—YavzRETEDLSBRENEDPIR 7Ot X ZH
9 %,

* PIRAOSERSINCINRTOREEERZTOA VYT YN YT IET, AR
HzEmESES,

o [MEMBBSEBRICT DI, S TNYa1—FTaVIDXEYPS VTV I%E
FLYIR—RITERT B, BEICLE2—UL. EHFHT 2,

o (VITYVRNDBRIRVEZRSTILODFHBEZRET Do . EfTH
BN DEHRNT, HiRZESD I TREHRT 2HENH S,

o LIR—KPFyyaR—REFERLT. PIROBRVESBRAZMOF—L &I
B %,
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AVITYRDBREVLEI, INTDFIY3YDRATILEIETD, ERICANE >TcDdh
AR T 2 DIRIERICHETY, OpsgenieZEAINIFINTHELHZRE NS . BBERS N
AVITIVRDIALTAVICED, AVITURNDTATHA VIR ZEZLICARIELTEET,
OpsgenieldXfc. BARE. V—R7 v/ REER. BR L BEIZINTDT 11—
IWRZELEHRLR—NZBERICERLE T,

BRIC. TVIYTYIDSEELLEIEZR > TEWTIRWITFEE A, Confluenceld. fERFIREL
MPIRTIASHRL—Y 3V TELIEREBHFEHELE T, ConfluenceT 7L —hEFEALTPIRZO
T AEEEN L, UTOESBA VYA NEBZCENTEFET !

[ J
]

1227y N ORKRERRIFFMN?

7,

e (VITYNDERNBEER?

o THICL> THENRELCON? FHEDFHEREDL?
o EDLSBFLYINR-ILEZERT D2DENH DD ?
* VKNI IT7DAREGZRAEFT —LICHREINEN?

o EDLSBTAA—T Y AITYRIZEHITNEN?

LIR—hPXEZELDERICT Bc. F—LAIEOpsgenie PIR%Z ConfluenceX—YicT ¥
AR=KRTBZZENTEXT, Yy Y aR—RPLIR—MEZERITNIE EEEFTREZRMEL.
FEY—EXORBRAZERRUICDITZIEHTEEXT,

7 Postmortem report

Instructions Report

i, Leadup In the months before the incident, the Identity tech team has consolidated some, but not all, of its single-
region services in prod-north5. Some single-region services stil remain in prod-norths. Identity also has
a dependency on a 3rd party vendor (Olark7050) that resides on us-easts, as well as dependencies on
List the sequence of events that led to  infrastructure services that are in prod-east. Some legacy services (WDC SAML) are also single-region
the incident. but are in the process of being decommissioned.

& Fault See incident for full context

@ ITOPS-74: Bankly ecomm mobile webstore is down RESOLVED
Describe how the change that was
implemented didn't work as expected. | This PIRis focused on the TIS identify service major outage that took down the TIS e-comm web-store
ItavallablasinciudeTalevant date for all North American customers. Connectivity to the us-west DigiO region was lost, preventing
—— customers, operators, and customer support agents from accessing the TIS e-comm services in the
North America region. APAC and EMEA were not impacted. The connectivity outage extended for a period
of ~6 hours. Once the connectivity was restored, some services remained in a degraded state for many
hours until service was completely restored.

@ Impact All Openwebstore e-commerce services went down for North America related to the loss of our identify
shared service. Login (identity - Customer Account) stopped working - affecting all Open web store
capabilties. Users trying to access sites(account creation and signup) & list available site features failed.

Describe how internal and external Existing logged in sessions kept working but no purchases where processed Customers on the website at

users were impacted during the this time were 12k For additional details on the impact of ITOP-83214, please see PIR-1824.

incident. Include how many support

cases were raised.

® Detection Several employees reported performance issues 30 minutes before we saw the product catalog service
go offline. The service was detected through automatic monitoring (Datadog / Spiunk).

Report when the team detected the
incident and how they knew it was
happening. Describe how the team
could've improved time to detection.
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NETHZ - INTOBBEZANNY 5 EIFDATIFARWN, MEBNRHL T\ SEMLRHEE
ZINTHEIDLDH. BEEORVEBDONILZED D HHMHEIED B ..

ITIL® Foundation: ITIL 4 Edition, 5.2.8, Problem management

VTV NEBEBEEED /I TARERETRIET, F—AlX Uy AP Ec53n3
ZWTUL &S COKSABBNGT 7O—FICLD. 1YY TV NOBRICEDED & ERFIC,
VTYNDORAZBET S ENTEET, MBEBERIEFA VYT Y NEBOERKRLEICHZHD
ERZRBIET Ny oIOJRFERSDTIEGL, REEZVOENCEDDTNE LTERTEDS
KDEBDET, ERAVITVIMPIv Yy I UT A WIEBY—ERICHEZEZ DAV TY
MIXUTIE. MEBEBOEBLIBMZDITERT., £, F—APNRIDEEICA> TOWRWEEIE., ¥
DA LEFBLUCEEELRERD U, FEDA VI Ty N EFLIcODENRREBERZTUL &£ S,
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AVITIVIDRETZE, URITF—LETESZRLIFRCY—ERZEIHSEZ 2 EICEFULFE
o ZDH. ITF—LICFFEEZNT TRARRZHRIREALH D EFRA, ZZTRILDDH, 1
YITYRELE2Z—(PIR) TY, 1YY T Y NEBDO—IREUTPIRZERET S & T, REANL
FERVERICHEERICTNT S EMNTEXT, Jira Service Management DREEE#HxZ B1IE PIR
DEBRRTZEBIMTEDDT, F—LANMY—ERZHXETETCVWIL. FLBRARROKETET
ICEEL TWBDM XN ZAMSHBITEXT,

IT Operations / ITOPS-112

Problem investigation: Banc.ly loan application outage

The Bank.ly Loan Application service was impacted by a major outage on 3/25/20 that lasted for 5 hours.

# Edit () Comment Assign Review Cancel Complete  Admin v 28 g

Type: Problem Status: OPEN  (View workflow) People
Priority: ¥ Low Resolution: Unresolved Assignee: \Q Alana Grant
Components: None Assign to me
Labels: None Reporter: @ VitchDavis
Impact: Moderate / Limited Request participants: None
Urgency: Medit e

gency: m Organizations: None
Source: Customer

Votes: 0 Vote for this issue

Investigation reason:  Recurring incident
_— uiknowndiiiidime Watchers: @ Stop watching this issue
Description Service Desk request

New Problem

Request type: Eob:
This outage impacted retail banking locations and delayed the processing of numerous consumer loan Investigation

from ion. The IT ions team this banking service after a DB workaround
was discovered. We have a high risk of this outage occurring again. PIR team should focus on finding the Customer status: Open
root cause with the appropriate corrective actions to improve the application infrastructure and address any Channel: i

lending software errors.
View customer request &

Attachments
Dates
G Drop files to attach, or browse. Creiitad: 3 minutes ago
Updated: 2 minutes ago
Issue links +

Jira Service Management DFIERHEN 5. PIRDEBRNZEIL,. HEIT B D TE
EE

Jira Service ManagementZfEAY 2 &, ITERF—LAIR. BEICEEIZA VYT Y NPERE
ZEHBIC) VI TBIENTEET, oo PROBRELVTEULBEEBEZRITIIE. 0
BIRRNZEIMYT 52 &EHTEXT, Jira Service Managementld, ITF—L&EY I RD 7 F—
LZz1DDBAICEN L, MEZHBROLHOOAREZSS5T LT, Y-—EADNRRICKEEZE
TTEDLSIEBRDFET,
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Issue links

causes

[ +FORS-48-Major incident: Lending application outage

clones

[ ITOPS-50 Problem investigation: Banc.ly loan application outage

is caused by

B PLAT-14 Bugfix: Banking loan application DB query software fix

#eM-16+Loan application upgrade

relates to
@ HOPS-99-Banking loan application returning 303 DB error
Show 2 more links (1 relates to, 1 mentioned in)

Forms

Form Name *

Related knowledge base articles

041020 - Banc.ly loan application outage
RB - Bank.ly Loan Origniation Service

Problem Root Cause Investiaation - 5§ whvs.

TSMOTeHDT LS P VTEEHA R

RESOLV...

UNDERL...

ToDO

RESOLV...

RESOLV...

Add Form

Automation
No automations available.
Manage automations

Development

Create branch

Business Service
IS5 Bankly Loan Origination

KEY
AST-85

CREATED
04/Apr/20 2:30 PM

NAME &
© Bank.ly Loan Origination

STATUS
ACTIVE

SERVICE OWNER
% Harvey Jennings

UPDATED
04/Apr/20 2:30 PM

SUPPORTED BY
7% bankly employees

NMCBHET B INTORMRE. BE. NJEE. BEFKEZ) VI L. —HIFICERR
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> Problem Investigations * [Pddtedecd] [EStiaet)

IT Operations - Created vs Resolved Pie Chart: Active problem investigations for PIR (30 days)

76 61
Created Resolved

2

20

1

10

5

o

May m sep Nov Jan Mar

IT Of = Problems by Reason
6 i} 4 1
High Impact Recurring Incident  Non-rout tine Other
Incident ident

Assignee
Total Issues: 17

M Alana Grant

5
6

4
: I Mitch Davis a

2
1 I Jennifer Evans 2
° M Unassigned 2

May Jm Sep Nov Jon Mar

W User 2
W Philip Avery 1

Jira% v aiR—Rz@EAL T BEREOERZRAT—IRILY—ICRENICHEI S L
NTEXT,

Confluenceld. BERABEVLPIRNSDA VA N EXEL - £ETIRICEILD. EETEDER
BERDFET, ConfluenceR—IZET1DEMUL T, BT UicfEE., BHUCKEER., BENLHE

RRGEEH®RETEZET, Y—ERAA—F—PEIRADAT—IRILY —ICEFIERxEHTTE
£9,
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Dashboard - Major Incident Problem Investigations

Created by Paul Buffington
Last updated about an hour ago + 12 Analytics

© Major incident problem i igati This
dashboard provides a summary of recent
problem investigations conduct for Sev1 and
Sev2 service outages. It provides a summary of
the work completed, service improvements
shipped and areas where problem investigations "m

have stalled due to blockers. The service owner e

and product team are responsible for conducting
problem investigations and completing the
corrective actions.

Problem Investigations completed for PIR (30 days)
Key Summary Created

ITOPS-117  Open Webstore performance issue Apr 05, 2020 08:04

impacting customers

ITOPS-115  Banking account management Apr 05, 2020 07:33
outage
ITOPS-114  Consumer banking outage Apr 04, 2020 17:56

Assignee

Unassigned

Philip Avery

Alana Grant

e
recur
< P+
=
P =1
~(other=
T

ion by reason (30 day)

Non-
routine

Status

COMPLETED

COMPLETED

COMPLETED

o @ v O EES

Investigation by resolution (30 day)

Unresoly
=5

Resolution

Blocked

Completed

Known Error
Resolved

Investigation
Reason

Other
High impact
incident

High impact
incident

Linked Issues

ITOPS-83

ITOPS-87

ITOPS-98

ConfluenceZEARALT. AT —IHRILY—ICERA VYT NDOREBRAEZ TR L TRt
TZEXY,

[TSMO7eHDT7 =5

EVh HEEEBEORKZBERI DHE

FEREO/NYy 7O DERZHERL. EQOLSBIEEZMRTELIEPILETRE
NERET %, MiEZRHL. Y—EXRZA LI EIFBICERZHE TS,

BRAVYT

YRDPIRICDWT, MEREEEZHEILT %,
BHEMLIL—ILZE8A LT, PIRD& DEEREZBBAYIC

K179 %,

F—LDAVITYRNBEEEEAZI 25—y 3 VvaERET S0, IRDIRD

BB

XRUSRES Y Y aR—RERFEL T, Y—ERBEELRT— 7RIS —Ic

AEEZRMIY %,
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ITIL® Foundation: ITIL 4 Edition, 5.2.14, Service desk
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e PhIV7Z7YDIVIZANEEBY Y 21—y 3YDOFNTHSJira Service Management (&,
R—bF—LDBV I IR MZ2RHE, BIY 25T, I—Y—-TJLYRU—-RTU—--/70—-%
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AE, FEISIET BEREEZRALEIEEIEDTERT,
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VICEBICT I CRATBIENTEXT, AV ITYMMNRELUES. ITF—LIENy TR—
VIE—BNBRASEPEZTORMSEZBEHL T, HEBCEREZRBIZ LN TEXT, 21—
HP—lg, IRTORTYTTIVIIRANDAT—Y R%ZEHL., FRSLAZRERL, YIR—hF—
LEBBICIZI 2T —2a Y ERB I ENTEXT,

Welcome to the Help Center

Find help and services

Workplace IT Support IT Operations Infrastructure Change...
_kg Welcome! You can raise a IT i Welcome! You can raise a IT e:’ You can raise an Infrastructure
w I Support request from the options WEW¥  Operations request from the change request from the options
provided. options provided. provided below. Many of the...
Travel & Relocation Support Facilities Workplace Support HR Service Desk
+
A Welcome to the Travel & ‘ . Welcome! You can raise a Facilities .,‘ Give a kudos to a fellow employee,
m Relocation Assistant Service Desk ? Support request from the options & request leave or ask a general
for XYZ agency. ... provided. Our team is here to... question to our HR team.
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HBRODDY—ERXT R ZHEEE

Y—EZINEMILTZICDON. FLYINERIAYRNIITICESTRBMEOHSZ 7Y K&
TEF U, EZEENICIRIEHICIE. BERANDRRRT7Z IV EADNRETY, IRNTDI—
VrvhiE, I——EPRPICHR—KNTBeHic. EFITHIRMP TOCRICTHET DREND
DEY,

HYR— K~ F—Lh Confluence & Jira Service ManagementZii& 95 &, U7 TX MFEER
5L, UVIRNIOEREZGELEDTEZIETHL Y Y EBESEZ I ENTEFRT . K
REZBICBEHNNERET SNz lira Service Management g, TAY— K57 EEN 2 HmE
BiEMizERAL T, I——DEZEZRRELLD. YIIIARTA—LALICERALLD I ZERIC, #EY)
BFLYIR—ZIBEVPIIIANIATEZRBHLTNET, R—FILTHRET 21— —H'E
ZNIFEZBIFE. SODRWH—FRERNMEOSNDLSICBRDET, FIR—hF—LNEL<H2ZEM
KX 2AEZEZEI-Y-ICEITSIET, BREZHESER BTV -—EXZREL, YJ/ITR
MEZEBRST I ENTERT, NICED. I—IYz Y MNILDEELRBEORRICFERZMNTS
Nad&SICBEOET,

Help Center / Workplace IT Support

f‘l Workplace IT Support

Welcome! You can raise a IT Support request from the options provided.

Hardware & Software

What can we help you wi
E New Notebook G
Request a new Dell, Lenovo or Macbook notebook for ... IT Notebook Policy

Complete the following form to request a

otebook. Manager / director approval required
entory of

needs a new Macbook Air for her job. The standard
d subscriptions, she will need for her role in this request.

e, MEPUIIANDSEEF LY IR—IABEND) VI ZRMIZIET, T—IzVhD
SEMZERESEET, VIIANOBEEICEDE, I—Yz v N3REHINST LYy VREZE
RUDH, BEOREORINSBRRIZIET, I—HF—DU IV IXMCHIETEET, Jira
Service Management & Confluence Z/FHT 52 & T ITF—LARFLWFL v IN—IELE
ZBHBRIERL. - —DZ—XICE>FA TV ERBETHIEHNTEXT,
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EVh I FLYIR-ZADSEHL, EILT7V—ERZRALEES

Jira Service Management TiE, LIR—hZETL T, RH—MBRTR—K
JIANZBELET, T ZFEALT. FUy MBZRSTIENTEDHL
WFLYIR—RADEFERELET,

R—F Rk >k Confluence Analytics ZERAL T, RRHBEEHENZVEEY. R
W74 —RN\y IR EEzBRLET. 7Ly IN—ILEORBEICHIZ
BEZ232&T FLAYN=ZF LY IR=RSMEETILE W,

ITSMO=BHDT RSV T VREHA R 70



Y—E2Y K-k

KPITYR— Y —EXZAE

TN A=YV ADBAERIFEBICEETT, F—LDBEZERT DI DIEEZ BT D11
T, HBIEDF—LDMEZMF—ALICRT IEDHTEEXET, UNULEBEFA—IZFERTZE.
UIIZARDAELTUEREW, SLAPNNy 7O DA XEVWSBERNGEA NI VAT S5HEBET
DHENHDEFEA. LAY—DITSMY —ILZFERL TWSEBKTIE. AREF—LVITF—LERE
DF—LBETY—=ILDVNTNFICFEELTWSZH, 0&EDDE1—TLR—MEERT D ENT
EFEFhe COLIBRRBEDTZY N T A—LETY Y2 R— REBETZDIEIEEICFLHH
h, EH#TI,

FERIEFMIEER (KP) &(&?

FEEGETMMISE (KPI) &, F—ANEGEEEICHULTEDERED/INT A —X Y A EHKE
TEHZTHET BICODIBIETT (Bl : 7y F9 A L. BHOI—ILDOFER, H—ERE
ENSEEF TORBRE),

ZORIIC. EDITHEEZBRINZLOTLLOIN? AN I I REZIRTEFRLEISET SR & IT
F—LFEFNER>TLEVWET, IhfcBid. EVRADBEICASISEBZEEEL. ELWTEH
ZRI I EZBEOLTWVWET, & ZE, FARERE (MTTR) ZEBWK$H S Z & IFKRYITIH,
MTTROAIEREEZHNET ZREICEWVNT, FIrv hZ2B7O0-XLEVW—DLT, F—LXNILOY
R=NCA VYT TE2EZ2 LSBT EEBITTLRIV, FTIIBENMBVCETEIEA
BECAEESRENSHDET,

CDEICITRTDF—ALIL, TFNFRERDI NS YFVIDZ—XELR—MEBEOZ—IDHD
9, FEROIK. —BOIERINTWBUTOKPIZ&#H LET

Y—ERXYR—MARNVI R AVITVREBARNIIR

1. R EE 1. —EHEOr>YTY

2. IR 2. HEERRE

3. UIZMONy O DY AR 3. FIEFKHE

4. EEFE Vs BRIRIHFEL 4. IR

5. SLAZEMR 5. SLARTHREI NI VYT MR (%)
6. Fry MEBHEHDIRK 6. 1VITY N K BEERER (%)

7. CSAT (BEHERE) 7 7Y TIAL

ITSMOHDT LSV P VUREHA R 71



Y—E2Y K-k

Jira Service Management D&Y ZILY A LLR—MMEREICK D, F—LDNTA—T VR
BEZAFEL T T—EXDZFE, AR XBETSIENTEEXT, T 74 MDLR—KZfE
AU T, fERHEBOINERGE. BRETORE. SLADEREERBITEREDA N Y I X ZT IV
KHBIZZENTEFT, LIR—KEDRIXAALT, FcBT—YDEFEDEZRET ST
EHETEFT, LAY—DTSY T a—LEHBKLTH, Jira Service Management D% v ¥ 2
R—ROEREHBTERELIDERNTH 2 ERLTWLITZIET T,

Z 2T, Jira Service Management @ L IR— MEBEDFI ZHBN L KT !

CSAT

PR—KMNDEICET 21— —DHEEEZIBET 2/ctic. CSAT (BRMEE) IFAEINTEER
BEERDET, BENSD 71— RNy 7id Y—EXAREDRHEBHZHEL. T—I Vb
NMAAT7EZRELLSETDEFR—YavaEmsd, TOI—I TV MNIIEEP L —ZVINRE
MNESHZHITHDICKRILIEET,

BENSDOEEZZEDICIF. MY Y TILBT Y T—MPIROBMREMNTI, Jira Service Manage-
mentiClE. SOEFHEEHELIAY METEBRSNICERERBEVPARSINTVET,

IT Service Desk (Inter... Projects / IT Service Desk (Internal) / Reports
cccccccccccccccccccccc

Customer satisfaction

@ Backtoproject how
Past7days v
Reports
4.6 15
Average rating User reviews.
Workload et Raing Key  Agents
Satisfaction Thakst k% kkk  som @ serenasbancly  Monday 11:30 AM
Requests defiected
soI-113 @ serencs) bancly  Monday 11:30 AM
Requests resolved
Great customer support! SDI-114 @ serenas) bancly  Monday 11:30 AM
sDI-12 @ serercs) bancly  Monday 11:30 AM
Created & Resolved
$DI-108 @ serenas) bancly  Monday 11:27 AM
Mean Time to Resolve
Quick response and took the time to answer my question carefully. - :
S Pt M B pol Y q . A dkhk  so-00 @ serenas) bancly  Monday 11:27 AM
Incidents by Priority Thanks Serenal SDI-107 @ serencs) bancly  Monday 11:27 AM
SLA - Success Rates SDI-110 @ serenas) bancly  Monday 11:27 AM
Service Requests
SDI-96 @ serencs) bancly  Monday 11:25 AM
Problems by Priority
spi-67 @ serenas) bancly  Monday 11:25 AM

SLA

H—EXLNILEEEZE (SLA) (F. BA OEBIREEZEMT 2 DICHRBERIBETY, SLAEZ, H—F
ZADEEEUETEL, 2ABEURNICHR— N F—LADBSINET 34E, BENBEF CEZI28ES
BELET,
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Jira Service Management Tld. SLABRZH 5D/ X—FDEFEDEICERS U TEEKIC
ET 22 ENTEET, NRAILIVTIPN—=RIDA—TFT 1 VI EINESLADT Yy 77— EMNE
IT5DTEFEL, HRNTSLADEREZITVW. ZDHTEEIBZIEHTEFRT, FORAARLIIE
Wo—RZERT2RBREHDEEA, V7T LATEHREINDZSFEREFADLIR—NZFERT
NniE. SLAONT7 =YV Az BB TEET,

8.9 Workplace IT Su... Projects / Workplace IT Support / Reports

SLA - met vs breached

Back to project
© o Show

Past year by month v

Reports

40 79

Met Breached

DEFAULT
Workload
Satisfaction
Requests deflected

Requests resolved

cusTom
Created vs Resolved
Requests by Service

Service requests by Type

0
1stMay 1stdun Tstdul 15t Aug 15t Sep 15t Oct 15t Nov 1t Dec tstJan 1stFeb 1stMar 1stApr
Time to resolution

SLA - met vs breached Date Met Breached

Incidents by priority 15t May 2019 o o

SLA success rate — 0 0

Service Requests by Locat...

st Jul 2019 5 25

Jira# vy aik—KR

Jira%y ¥ 2IR—=RiF, —BTERTHBELBERZER TEDLSICRE - KT 2HDRIDHE
TRBLTNE T, Y VaR—REYATL2FEFICERTZC D, 21— —J)L—TTH
BI22EHTEFT, LIR—MEREZILRT 2 ICIE. eazyBl 7% £ D Atlassian Marketplace 77
TV HRBALEE W,

IT Workplace Support # Addgadget Editlayout ses

Pie Chart: Workplace IT Support Workplace IT Support - Requests by Service

16 7 21 23
Onboard VPNSupport  GeneralHelp  Computer
employee Request

7

s Q R A

.

Workplace IT Support - SLA - met vs breached
Issue Type 40 79

Total Issues: 239

Met  Breached
M Service Request 153
%
W Service Request with Approvals 62
%
M incident 2 55
M Problem 2 .
0
s
0

Pie Chart: Workplace IT Support

vy M Nov 0 wr
‘ Two Dimensional Filter Statistics: Service Request Resolution (90 days)

Resolution @ incident B Problem [ Servic Request ] Service Request with Approvals T
. Fixed 12 1 7 27 10

Completed 5 1 65 2 96
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ZHZY ) a—2ravEDMBICKIDT7EY b ZEH

ITEEIFRRIRIGFI T, BRARBRIBHEFICL > TEBHFINTVWBZENKLKHDFT, HADZ &N
5, BEAEFRFBEEINEL., TORBRBRICEDVEEBREZITOIENTEE A, ITHINELT S
IEoN, F—AREERY—ERXZSaaSRNY Y —ICRET D LDICHRD, BINRI TV RREICE
WT TAYTFIYY R —EX) OEHEBEZEMT D2HENHDFT, EEEEIE. RTILYyRY—+T
FRLHBHTEANG TS0 T 1« BT LATNIERD EB A,

B, AREOEE BEEORIDHTICLD, FoARBRATOEYa VI FPA NILA VRS
VARBREDBREEZRS U T, FTREBRIXANEZEET B ENTEDLSICBRDTT, FHEMIC,
VIR 7 EN—RDzPOXHBEITFED20%ZEHHTED. NI ZLNEEEBZERTIN
SEEREBRHEGSOTVET,

BEEEER?

ITEEEE (XLFITAM) &iF. BEB0EEZEE,. BEF. &5 7Y 77 L—R. BN
KISEETDZTOACADIETY, BHEICES L. BREFICELS THEBNOEELR T
4T L%ZBIHL. FHRHESNTWEIHIED ZERT DEETT,

IRTOEBBENENERD T, BEEFDOEMBKERRZYY JELIELWHBUNEEA
HBWE, VRV EBEBRITZDHDICTAEV AP AV T SA TV ANEREDRLEEZRTHRL TH
SVWEEZZEBMOBHBETLE S, HBWE BEMICIVE1—F DA YRy N ZEBIFL WL
TOEBEHEZNBUNEEA.

BLWIEIL, RABEEOEEERY 7RV 7hHBDFET, BREBNIVA—EBRLDEFET
. IV —TIAXLNILDY AT LZERELDIZETH. Jira Service Management Ti&.
Atlassian Marketplace M5 EBZHKDYR— K Z—XERZI KN AT - TV —ROEEEENY Y —
ZHET DI ENTEET (Insight ® Mindville, Device42, Oomnitza. Reftab),
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WXEHHHEICEERRTES L SICYR—b

BREORADIZI 27—y avRAOTH I —ERTRAVE, L7 —EXZBU TENTE
I—HP—AFBRERBELRINERDEEA. PRIV T VOEEEEA VTV L—Y 3 VkEE=EER
IT5&, HEBIFVIVIANCEEMTINEF Y NE2BEICEIRTZIENTEFT, I—IYx
YhiE. FOFEY MUY SNEBABCBEICREVCEERE., VIITANZHRAT DD
ICREBRINTDBERZZITND I ENTEFT, T—I YV MDRITZ IV TEFIIDZITNIE
ZWEE, BEOBEEEDEICHERT D2 ENTEET,

epartment
Engineering x o v
Assigned department for the new employee
Employee start date*
e.g. 7/Apr/20
1fyou are not sure of the exact date select a tentative one.

Security interview

# Customize

Yes o v
5.2 security interview required for this new employee?
New office setup?

Yes o v
5.2 new office build out / setup required? Select no if they will be assigned an existing office.
Office location

Austin x o v
what is the assigned offica location for this new employee?
Requested Notebook

Macbook Pro - BO25638PA32Q1 X o v

Requested Software

Dropbox X Gofo Assist x Office 365 X Zoom Meetings X o v

COBRBABEDOZIFANDFTIF, ¥R—IJ ¥ —IdJira Service Management Y 7 TX
TA—LDSRERN—RIFPEY TNV FPZRIRTZIENTEEFT,

Due: 02/May/20
() Woriglacemsu B0 Snfurent nowiacion bans weilche Created: 3 minutes ago
L2 Requesting Notebook computer process &
Updated: Just now
@ Backto project VMWare vSphere 5x client setup
Automation
AnyConnect VPN client configuration No automations available.
Queues Manage automations
Didn't find a suitable article? Search knowledge base or ~create an article.
All open 4 Development
Unassigned issues 1 Activity Create branch
Assigned to me 3 All Comments Work log History Activity
Cloud Software
i cne q There are no comments yet on this issue.
5 GoroAssist v
Service requests 3
- Click to add comment £33 Oropbox ¥
L Waiting approval 0 >
A—— . £S5 Zoom Meetings v
s device support 5 5 office 365 v
& Amsterdam 0 +Link asset
& Austin 0 Notebook
 Sydney 0 5 Macbook Pro - BO2S638PA... w N
“ Tokyo 0 KEY
AST-21
Recently resolved 27
NAME @
® Macbook Pro - B02S638PA32Q1
New aueue

YR—bI=YzY b HAHBHECDEBREELY T MV 72T EPCRRI DL
NTELT, ZOBITIE. Insight DF—4 (BEEEF 7Y) ZERLTVET,
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Atlassian Marketplace D by 7EEER7 7Y
Insight —Asset Management

CMDBICIZ T, Insighti@Z < D7~ 7YOERFRICERINTED., N\—RKRDFP. YTk
TI7. AV Bl BHEVWSLBEABETLIENTEEY, BEXRAICEED . KEFE
REXYIUTC ITAYIZANTIFvOI VI 1 —Z% B ULE T, T 71 WILBRIIRT
A—2%fFALT, BIECHEEEZTHMAIZIENTEET, JiraDA Y 1—2HRIcDT—F I
M2 eT, BRAETORBEKRBICEMRL. BEXEOEEZM LI B2 ENTEEXT,

F.l Assets Search objects |v| Overview  Graph | Object Schema -

> No description

Search object types  Q « EI Notebook Objects ~ Attributes  Graph | Object Type +
No description

User (4)
Department (9)
Office (7)
Devices
|- & Notebook (6)
0 Phone (3)
- & Software
- 2 Systems
/- © Business Service (7)

3
Lu
] Filter Search ~ | Q. Advanced 2% |~ || &~ | m~
L

»

Assets / .. | Notebook / AST-21

Macbook Pro - BO2S638PA32Q1

© © % &

Name *

Macbook Air -
EI AB2S638FRECX

2 Edt | [ D comment | [ More ~ | [ @ object Graph @
Macbook Air -
El €G625884DC8ZX ~ Details ~ Dates
Macbook Pro - Name % ® Macbook Pro - B02S638PA32Q1 Created 11/Oct/19 2:68 AM
@ B02S638PA32Q1 SIN B02S638PA32Q1 Updated 08/Apr/20 12:07 AM
Memory DDR4 3200 / PC4-25600 Purchase 02/Apr/19
Macbook Pro - Screen Size (inch) 25 pate
DLES638AS32CA
Assigned User [ Vitch pavis > Inbound References
Macbook Pro - Status [AssicNED )
> Attachments
ER30641C2231 Software Jira Software (cloud) « Office 365
GoTo Assist « Salesforce o
Macbook Pro - Zoom Meetings v Connected Jira issues
EI ER30641CG8GJ Filter: Unresolved
v Activity
v [DITS-460 Shared drive v
Comments | History engineering setup
v @Paul Buffington added a comment - 08/Apr/20 12:10 AM [DITS-459 Sara Smith is 2

joining the engineering team
Enterprise Connect installed on this Mac
Show all filtered issues

) comment

Device42

Deviced2d. EEDBEBEREVCRERRBREES A1 /22U INRTOITEESEREZREL. B
FAESNTWBAYTIARNTIFrINRTDITEEZXELLT<NET, V. KRB 7FTR,
NATIYRAVTIICENDA YRV N ZERRAIRETT . Deviced2 ZEZ (L. KEFRHEFRLE
BB - AIRIET 22 ENTEXRT,
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Oomnitza for Jira Service Management

Oomnitza D#EFE. BEMEL. AJRLEYYVa1—Yavickh, EVRIAIRNRT—%2H5TIRTOD
EXRZ—NFIBA B, |RE1ULEXT, OomnitzaZzfEAT S &, Jira Service Management
FryhROUyFFZEYy NIAVTFIANEZRRABLVOEET DI ENTEET, 7/N1 R
Va—LR=%— HHPAATEYRTs—ILR, FEOIYYEVJICEDVWTERREINET,

Oomnitza
IT Service Desk
Ser Related knowledge base articles n Surface Pro 4 (tablet) ITTEPN
No related articles found.
(@ Getting started
B Queues Didn't find a suitable article? Search knowledge base or create an article.
@ Customers Activity —
sl Reports Al Comments  Worklog  History  Activity Location
@ Raise arequest There are no comments yet on this issue. San Francisco o
© Knowledge base Assigned To
Click to add comment Trent Seed v
3 Channels ; z
Status
& Invite team
JAssigned v
[j Additem
Loaner Overdue
{3} Project settings
Break Fix
Shipped for RMA
EOL Window
Legal Hold N

Deprecated - Lost

View in Oomnitza

Reftab Jira Plugin

ReftabZES &, ITF—AREET —¥ ZRRICITYR—MNEEICHETEEXIT, XEEEEZ
BEICL, UPNR—23>PO0-VEFRLT BE. 1tV A 77V UEEEIZIENT
EET, BELBENAMILFTUTEEY VDX F v UHAREICHRD £,

© Back [ RTI-5 ® <
Requesting additional RAM & assets
& @ Search for assets

test(193)

a Michael Caslowitz raised this request via Portal Hide details
N Michael Caslowitz

View request in help center

DESCRIPTION _’

I would like to requst 4GB of additional RAM for my laptop as it is running slow

iPad Pro 9.7(00098)
Michael Caslowitz

MacBook Pro (4325748FSFSFG)
Michael Caslowitz

Dell Monitor(USA209)

Activity Comments v
Michael Caslowitz

Dell Monitor(USA79)

” Add internal note / Reply to customer @
o Michael Caslowitz

- - - -

Loaner iPhone(4325782FSFSFG)

Atlassian Marketplace THMOEEERY 7UHREBEL THEL & S,

ITSMOHDT LSV P VUREHA R 77


https://marketplace.atlassian.com/apps/1219524/oomnitza-for-jira-service-desk?hosting=cloud&tab=overview
https://marketplace.atlassian.com/apps/1220781/reftab-jira-plugin?hosting=cloud&tab=overview
https://marketplace.atlassian.com/categories/asset-management

Y—E2Y K-k

BEMkTE2E 23 EEFEL. TERWEZBIEEE{LT S

NyFVE—HOAEICLDE, BEFRIAINTWE TV /O0YV—%2F21E. £FED45%DEE*
BEMLT 22 ENTEZZENDD > TVWET, IhSDREIE. FERESD 2 NILICHLELET,
REDITYR—RNEHDIFAD—LTEHEEEMELTELESESRDZTULLID. HRIEDF—LDHE
BEICEDESBRMMENHZ2TLEOIN? ZNIEEIRAICES>TEDELSBEBEKRNIHZDTL &S
m?

ZL DRETIF. BRPIITEBEILOOTL Yy v —HEE>TETED. FEODIRIPT -5
A1OZTERTZ2RBIEBLLBOTETCVWEY, 2 TEEMEDITER & FR— N ZHEMICIEER
T252ET BEZZEETZIENTESZDTY . MEIFITSMOBEINOBEE122HDTIH, %<
O TIE. BEMEICEIRNDDDD, BANELWERLTVWET,

Jira Service ManagementiZE I <ICEZZEHELIL—ILDZZ2>TVWED T, F—LAIRIIC
BEMLZERIRT 2D TERY, YV TITERNBUIICED, 7OV Sy IPaVTILIY
NOBIFZRBERTICHRYLEEET—V 70— %2BEITZIENTEET, Jira Service
Management D 60% U EDBEEF. BELICEDEEZTE TS ETVWERT, B 0EAIC200
AU EOEBEIL—ILEBERAL TWSEEDWVWET,

~ Atlassian ITSM ... Projects / Atlassian ITSMdemo / Project settings
Service desk project N -
Automation 25 Addrle

©  Backto project Automation rules do repetitive tasks for you. Edit a pre-configured rule or build your own.

Delete project e
Rules in this project

Comment updates reply status
Issue types
The status updates to 'Waiting for customer' or ‘Waiting for support' when a comment is added to an issue.

Update Jira linked issues

Change management . . . .
When the status of an issue changes, this rule will add a comment to its related issues. You can customize this to resolve

related issues, change which issues are updated, and more.

Request types At-risk SLA alert

Notifies an agent in a comment when an SLA is about to breach.
Customer permissions

Portal settings
Close resolved issue

Email requests Close issue and alert customer when an issue has been resolved for 10 days.

Customer notifications Urgent issue alert

Triage email requests
Language support i'
We use keywords in the subject of a customer's email to assign a request type.

Widget Notifies an agent in a comment when a customer sends an urgent issue.
Satisfaction settings

Knowledge base

SLAs

Automation

Apps.

Jira Service Management TERIRES NicBELIL—ILZFERINIE. I <ICEEZRH
MTEEXT,

ITSMOD7=HDT RSP YTRHA R 78



Y—E2Y K-k

TS5V RTA—LLRNILTOBEEICED, PhSV720OV)a—yavid. BEENSITER
TR, IRTOF—AICELINZT—770—%2FABL, A—TAML—Y3>vFBENT
EET, TNICED, TIRTOF—LNEVRRICMEEEZHLSTIRIICEIDFHT B ENTE
£9,

eV BEMEDIOHDHERET Y

o HHFICKBUIIXN

o IT—YVh/EREDFENRLERYIVITAL
o BITH—ERTEKRETEZYIIZL

o HBEDA VYTV NEIEEE

o IRAENREEERDAT

Uy oEnfeA ¥ a—DFEH

INERTEDSID, BRNSZV. BNZBEAERD I EZTNBNTI LT W

dA—KR#&L. RZyJ&RkOy7ET

Jira Service Management D BELIE TO— RARE) TY, IFTTTIL—ILZ RSy & RAY 79
BRITT, BMBEERZTS &R FEZEIMEL. BROI-RXT—RZBRTEEXT, W
FEZEEHT/AO—X93. Y—ERUIIANEY RV ZRAPSE S, Jira Software &
Bitbucket DY U —RA 7O A2HZBEELT 5. tWolcWHRBRBFBETE, HEV Vv II 31
FTETULEY,

—REBI—R T —ZADEENEIL—ILE]

1—RT—R IL—ILBl

Jira Service Management @ ETULRVYIVIRMNTHYZIDPEERMTESNTWSIER

YU T Z&RIMREICERD F MU IRbZ 527, &L, BYHEYR-—KNF—AIC
BHLUET,

Surface potential problems CTONRADHBERELLBEIE. YR—MFvXRIL
before they escalate ICSlack Xy =Y ZXELEXRT, 20%. TOMEZ &
DBEEDEWSLAE UTEBNELE T,

F—LE2ETUY—XDEHEL FEBOBEEN Y U —XI NS, INTORFET—R%
70—, BtESNEEICODWTE—ILRAF—LALL
N—T T4V F—LIBRMULEY,

SERARYY—HR— K~ JO0—XUEMEICDOWTEENIX Y N UBE. BA
IR A EERZTHIG UBY T R— ~ F— AIER,
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WEBEY—ERAUIIZXNDOHEL

JOTINDODBD¥E. OXY MOBEMN. BYLRF 12— DI —FT oI E, —HRY IR M
I BEtT D ENSHEOTHAEL LS. BENMLIZITF—LDEREZENT 1T Ta<. R
DEREEDIZI2=ZT7—yarvaREL. YR—NMNCHIT 220N REEEXR LI EET,

REZESHAMBOZIT AN, IT. AFH, BREEEHIFITORENDERI—IT —XTY,
TRIDEY NPy IOV TR0z 707O0EY 3 V0 REDY I T X M E@RIICERT 210D
IC. ABEYUYEEARIN—R—F I Tlo>7Z1D2DVIIA N ZEIFE2ET. FIAHBICHER
IRTCDBLDZE[FIT B ENTEET,

oD O
EE

Help Center / Workplace IT Support / ITS-469 S )

Sara Carter is joining the marketing team

Status
€ Kevin Campbell raised this on Today 8:16 PM Hide details MANAGER APPROVAL

New employee details
£ Escalate

Sara is joining the marketing team to lead the new Al product group. She
will work in our Austin office and requires an office setup along with & Resolve this issue
standard mobile employee IT equipment.

4 cancel request

Department

Marketing Request type

Employee start date
29/Apr/20

43 Onboard new employee

h ith
Security interview Shared wi

>, Kevin Campbell
New office setup? + share

Yes

Office location

Austin

Requested Notebook
Macbook Air - AB2S638FRBCX

Requested Software
Zoom Meetings, Dropbox, Office 365

Activity

Q Automation for Jira Today 8:16 PM
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DOIRANNEESIND &, BEMEIL—IILICKDHERF—LATOY 7 MIHIDT 20 —ERU ST
ARDMERENET, L—IICLK>TITDA Y2 —IcH2HBEIE—L, FUITIZAMcOAXY b
EEBMUTRELRIEEERLET, INSZD2DYUIIANIY VI EN, WADEBHKRIHNE
Hanxd,

Automation Return to list
.9 Workplace IT Su...
w B Service desk project
Onboard new employee - Facilities ° Create issue
office setup
° Escktoprolect Create a new issue in:
@ Rule details Project*
Project settings ® Audiog & Facilities Support (FWS) &
Details
People © When: Issue created 0 Service Request v
Rule is run when an issue is created.
Summan, y
{3 Choose fields toset... v
Delete project
e If:lssue matchesyQL ~~ Summan =
project = “Workplace IT Support" AND New ermioyee e ety
"Cu est Type" = "Onboard
Issue types new employee (ITS)" AND “Office Description
setup"” = Yes

Q) Copy Description from Current issue

R o Due date
equest types ;
Rt © Then: Add comment toissue

{now.plusBusinessDays(5)}} 2| =

CaS o e Eeumissions We opened a Facilties office setup

request for this new employee. Watch Pick a date
Language support for updates from the Facilities team By
Portal settings Q) Copy Priority from Current issue
ervall fokuasts € And: Createanew Office setup

0O Service Request Yeu
Customer notifications in

Facilities Support (FWS) .
- ROt ) > More options

Widget
Satisfaction settings © anc Linkissue to
: Link issu

Knowledge base Most recently created issue

SLAs

Add component

PRS2 T7UOBEEBEEIR. MEREZRE > THRI DI ENTESH, AFF—LH—BLT
BUHMBOT7—0 70—%Z2{ERTEEX T, & ZE, FHLWEEEN BambooHRICEBME NS &
Jira Service Management TF7 v RO EEBINICEREN. RIFANIHBEESNE T, TheR
Fric, fEEBIFOktaDA—T 7V ERFAZRE5INET,

o, REBNHMET ZBICE. BEMblIck>TEF 2V T EAVTSIATVRDY R HERT
52 ENTEET, & ZiE. Oomnitza Asset ManagementD/\—R T 7 7/\A ADXFT—
&AM TLosty ICEEEIND &, ZNICXHIGT 2 Jira Service Management D1 & 2 —HMERL S 1.
TINAZEERY Y 2—23rTHBJamflc 7y 77— b NEFEESNE T, Jamfld7 /N1 2Zz0vy
JLTITIATITBDT, EFaUT1BRZBIETEET,

JART77r72arIVizEEE

PhZVT7VOEEBEIVIVIE BAREF—LEITF—LABOIAORT 70 aFI)LiafEEZM
LEEZ L TCEELGRREZRIEVET, ITF—LDHEEOREFICY I NI FONTZRK B UL
UET. UV IRF LAY 2a—%ERU. 201 Y 1—%2RPSE28HIIL—ILEERTZIE
T VIR TFF—LEITF—LOTADN, NTEBEDAT—9 %) T7ILYALTIEET D
EMNTEFXYS, VINTT7F—LDNTZ \y o007 hs BETH, IcBiTI 2 &, BMEREF
Ty N BENICEF SN, ITF—AICBRAINET,
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A2a2—2Vr0 95T ET,

ERS

IT Operations
Service desk project

B) Queues
@& Customers
Reports

Raise a request
Knowledge base
Channels

Invite team

Add shortcut

Project settings

Give feedback

P

‘4 IT Operations
A& Service desk project

@ Backto project

Project settings
Details

People
Summary

Delete project

Issue types

Request types
Customer permissions
Language support
Portal settings

Email requests
Customer notifications
Widget

Satisfaction settings
Knowledge base

SLAs

Incident Runbooks

ITOPS-53
52 B R R Return to queue

Open site per issues

# Edit  [)Comment Assign  Backtounderreview Investigate  Admin v 2 e
Type: @ Problem Status: People
Priority: ¥ Low (View workflow) Assignee: © Aanacrant

Resolution: Unresolved
Components: None feslgntome
Labels: None Reporter: @ witcnDavis
Impact: Moderate / Limited Request N—
Urgency: Medium participants:
Source: Customer Organizations: None
Opsptas BISRICHEX Votes: 0 Vote for this issue
categorization:
o Watchers: @ Stop watching this
Description issue
I tried to access the ecommerce but it doesn't seem to work. | got this page that says
oops...something went wrong jce Desk request
Attachments e Requesttype: Romath!
(2 Drop files to attach, or browse. . i

Issue links +  Dates
causes Created: 21/Aug/19 10:09 AM

[0 PLAT-15 Open webstore e-commerce shopping cart bug fix ¥ T0DO & Updated: 1 minute ago

Automation
Forms No automations available.
Manage automations

Form Name =

Automation [ enasieo ]

¢
Updated linked issue - problem
investigation

@ Rule details

@ Auditlog

@ When: Issue transitioned

Then: Transition the issue to
UNDER INVESTIGATION

And: Add comment to issue
The issue linked to this problem
investigation has been updated.
Review the updates to confirm the

And: Send Slack message

Linked software bugfix completed.
Please review problem investigation for
more information

Add component

VI7hozxT

[ren]

Development

Create branch

F—LEITF—LDIZRL—Y 3 VA RNE

Return to list

@ Send Slack message

Webhook URL"

[

Please configure an incoming webhook in your Slack account.

RB.

[T2ZBFJAET/BO1

Message"

Linked software bugfix completed.
Please review problem investigation for more information

o add a link, enclose the URL in <> angle brackets. For example: <https://slack.com> or <https://slack.comiSlack>
Sender
Send message as Automation for Jira
Channel or user
#Tops

Messages are sent to the default channel specified in your webhook, but you can override this by specifying another
channel with ‘#other-channel, or a specific user with ‘@useriD". Slack no longer supports @usernames, you can find
out more about this in our docs, including how to find member IDs.

Save

Cancel

> What issue data can I include in my Slack message?

COBEEMLIL—ILOFITIE. Uy I RIFENfcar Y 2 —DRENTWEZDT, NTEBENT
TI93EITARL—Y 3y F—LDSlackF v Y RILITBRMENET,

JiraDBEFEICE D, ITF—LERETF—LR BFRFLOYZ27IMERICKEZEPY T D TER

. EDEMRIRVISEANTERZLSICEDFET, BEMLICED F—LOEERBEZHNTES
DT, EIYRAILEZKRAEEEZESLSULET,
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ITZBA LY —EXAIYXRI KXY ~DHLER

SHOFLYIYT—H—d, AEZLEBL. EEUEZHEFIT I HIC. BRICHEICTIELRATES
CEELEATVWET, LA L. IT. B, FBEE WS KREFADEMLT—V JO—PIRATL%EF
ES—KNI2DEEBOBEELGDET, NS5O EGELT DHIC. Z< DITHBIIEE
FOITSMY Y a—yavicBzRES, ITUNADOBEDBRICKITTVWEYS, ZOLSBARTE
TV —TFSA A —ERAIYRIAY N EBEENTWET,

IVI—TIFAXY—ERIRIAVNER?

IVH—=TFARXY—ERAIYRI AV N (ESM) &, EBE2EDITSM 70X &Y —IL%
INRTOF—LICHERT D2 ETT, BBOY A OLZRELEHS. HRF—LEBERD
MADEHDEBERLEDRIANTIZ V71 RZ2EFHZLET, —BIAESMDI—X T — X
iF. AZE., R, EBTOT—ANEENEFT,

Jira Service Management (&, LEICHEGRAIEET, | TF—LAMUADRX Y v 7 THREBICHRIT
ZHERNTEANMROSVWY 21— aveRHULET, I—RFREOEY M7y T EERICK
D, HTHEHLWY—ER BER—FI. BEVIIZANT7A—L, 7—270=)L—)L. LR—
NZFEBIFICLE LT3 &N TEET, Jira Service Management DER(E. F—AZ &I
EREY21-ILEBATEZRDDIC, BEEDORWI YTV Va—raveEfALT. SEIFR
EYXZXLOBBEZRRICHERT D ENTEET,

EoI. PhIIT7VDTISy R Tr—LehziiaIdielcLh, 7o ry=vd IZIKRL—
Yayv, R, WEEAF Uira Software & & U Trello) h Sk T U /N (Bitbucket). +
Ly IvxI Xk (Confluence). AL —2 3 (Opsgenie & & U Statuspage) ICEBD F T
BRENBTITIVINA T4V EETEV I IANZHTDIT 2 ENTEET,

Jira Service Management OFAIE. HBEHICED > TWERDH D XTI, ITF—LHY—E
AEED I Iira Service Management Z&R#ITERIT B EDEZVWTL LS. EYVRRF—
LRIV RA—H—EUTH—ERTRIEPDENDTZS55IC, TICZOMEZEREL. AFL.
BRI EBEWREDF—LICT—ERTRIZEKET BELSICHRDET, REMICira Service
Management (g, A XY hEHEINSHE. EF2 VT ICEDX T, MEFAPI—X T —ANE
IRLTWSTL &S,
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F—LEZYYaVRBRBEBIVI—TIFAXF—LDT—Y AR—2R

A=

T—97LARIT

S

4, Jira Service Management

L TH—ERR=F ). T=I Y hFa— SLA FLYI ARUTZ

<V Jira Platform
77— 70— BEML& A—TRAKL—> 3y, LIR—K&TFFHUT 17 R, API

SEMTIDN? 7ALRXY—DLIKR—b TForrester Wave™ : Enterprise Service
Management (T 5 —FSA XA —ERAIYRXIAYKN)) OFRT, P27V &b
BABEAEER ERECHARTBTIHTTILEYRERY 'ANAYINT 4 —<—, &&F

fichTWEd, LIR—hDF I >vO—KigZah s,

—bDFANSIRTOYR—FZVIITAK

NEBDBERICE > T, FE—HREARIV—IR—FILTRED T, EENNFTTINYa—TFTrV
JUkh. VVIRARNEXRELED, RESNZT—EXDUXNEHER LD TEBHBFATY,
Jira Service Management Tld. N —PEDOHEAEDLEICL > TIR—FYILDRICBZHNZAY T
A XIBIET. BRIEDEBDT Y RICEDETARINA I TELY,

[TSMD7edHDT7 =SV 7Y

IT Service Desk

Welcome! You can raise an IT
Service Desk request from the
options provided.

Customer Service

Welcome! Let us know how we can

assist you today by choosing from
one of the options here.

ITSM Service Desk
Welcome! You can raise a ITSM
Service Desk request from the
options provided.

Financial Services

Welcome! You can raise a Financial
Services request from the options
provided.

[N

HR Services

<1 Welcome! You can raise a HR
1" Services request from the options

provided.

Facilities Services

Welcome! You can raise a Facilities
Services request from the options
provided.
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ZDHENSEZZEATYTL—b

AE, BB BROEIYRXIAF—LDOHICHEES NI Jira Service Management DERT > 7
L—bET—0 7029 QIERTBIENTERT, INSOEREICLD, EIRRAF—LIRKIT
F—LDBFZED B < MEOY—EXT XY DIER. BH. HRFZMILLTITS 2 ENT
EE7,

AEEPHEREIE. FACBORFANPAYTF YRV I TARNZEDY R ZHENICEET S

ZENTERY, EBF—LR YA VIRSERDOLICEBONBIEENS, BEMETIFILT—7
70— ERUEREEANEBITTEXRT,

Employee onboarding
‘Submit an onboarding request for a new hire.

/anessa De Coninck (vdeconinck@atlassian.com) o v

ABEF—LR HAHERITANT YL —hEeBET -7 JO— 28D TERTEXT,
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CIWTY—ERBI SO RDTAOEY 3=V JEAVTIFAT VR,
X1V T1 DNV

777 RY—EANDBRENTE P, BEEEFSVEELVRIPEF1 T BEHEDNT VX
ZEZDENH D EFI, AWS Service Catalog ConnectorZfEHT 5 &, BEHEIFAWS DR—
N7 UAPEGZZ Jira Service Management® 7 —7 7O—ICEHRI S & T YIVITAN%E
JOEY 3=y 92 ENTEXT, 12— —[JJira Service Management £ TV 50 R&&G
ZEITH—EXTHRATZZENTE, BEBFIFAWS Y Y —RICHTDH/NF VR EERZESF
IT2IENTEET,

Service Center / IT Service Desk

aWs Request AWS Product

Request AWS Product

(sammys.bancly@yahoo.com)

Linux Desktop — US East (N. Virginia) / us-east-1 .

Account name: AWSJSDSCPortfolio
Region name: us-east t-1

Select Product Details

Product reference name *

E.g. ElasticlP204015

[TSMD7=HDTP RSYPYREHA R 86
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Atlassian Team Playbook

F—LTLATVITIE. PRI ITUF—LHEE
ZRETDHICHRFERLTWS, Y—ILITEKEL
BWFIZy I BNALTWET, £91F. LBOE
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Team Playbook® 7L A4 ZEH UL THEL &S
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DFHERE, ITSMICPZ YT EATRL—Yavadlcsd ko
AOE > TWET,
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BNAUET

B—ERAVIIAK

Jira Service Management DILREHRE

Jira Service Management OLEHERE L. &
FalFq, A-HYEUT 1, HRIT—YK
— KN F—LDEHDY)a—ravERHLE
¥o ARIN—R—F L TIEHEBDFZFRR
U, SETEBEROHFAZREL. BB
JIZANT7A—LZEBELET,

ProForma

Jira Service Management 7OY 7 kTY
—ERUJIANAYATHEZZ L JiraD
HAI LT« —ILROBNEEREDEREBICRS
ZERHDET, ProFormald. AT LT«
— LR ZREEE I, Jira & Jira Service
Management TH¥ A1 F I v IR 74 —LEF
TV 7 VRANZERHELTINET, ProForma
& TV =774 XY —EXEE (ESM) =
SERALU TWSEERICRETY,

R—FIWDHRAIIAX

Refined for Jira

Refined for Jirald, A—RZEL &< H
AN —IR—=F )" hH XY XA XAJEeRY — )
ZRMULET, BRICELELY 1 MESZH
DH—ERTRVZREBL, YV 7ILBEI K
AVT—NXITA5ZFALTLAT7UNZN
RAIIA XL, BEICT Y NMeEhica—
—JLYRY—BBA VT —T A RET—%
b5 ULET,
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Device42

Deviced2 s, BEEBEDHDBFEMNRIT—
VIVRLRT A RAANY =Y RFTLTY, ¥
B, REB. 72UORKRIXRTDAVTZRANTY
FrEF TV —2 3 vaElmicRE, <y
Evo, &EtL, ITZIYATLAZIEREICE
5ZFY,

Insight —&EEE

Jira ICEE E N TW 3 Mindville @ Insight (&
IVI—TIAXTHY—ERBLVTEY Y
XIAVRAYY21—v3YTY, FRBTE
v MMEE. BEICHRY YA XAIEE% CMDB,
V—LLRABEEE, UTZILYALDLIR—T
1« VI NEBRABETT, MindviledT—Y
YNLRRXYNT—ORXVv VA7 TV T—Y
3> T 5 Discovery EfT R ET. 7t
v hOBRH EKERROTY Y EY 2 BEILT
B5ZEMNTEFRT,

Oomnitza for Jira Service Management
OomnitzaldZ 2V KRR—=XAD7Ey hcZ Yy
FYUYTRI L7 TY, Jira Service Man-
agement ED Y —LL RABEEICED. F7
Yy EATYYFRZEY NIV THFIAMNEERT
TBHIENTEXY, V-7 7O—FEEHIC
fE . T—Y x> Mdlira Service Man-
agement TR Y MEHRZMIFT DI &
MTEXT,
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Reftab Jira Plugin

Reftab (3. BEEEEEO1I—H—T7L YR
U—RYINIT7TIYRNTA—LTY, U
PR—YarvrO—-—rzFRALT BE. 74
YR PO EEEITBZIENTEXT,
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eazyBl

BEXldeozyBlZEALT. EYXXAVTY
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ET 52 ENTEXT, BIEFHHEGZLIR—K
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BAORETEMEEBEA TWET, JiraV 7 kD
T 7. Jira—EXFRI, AFT—5Y—2R
MEDIRTDT—F =ML, AR T 52
ENTEFT,

Arsenale Dataplane

Arsenale Dataplaneld. /X7 7L TERHN
IZlira LIR— R ZRMH L. BEICESHDIEF ST
BEDMLY R, BITOYAIVT, 7OV
TRPF—LDNNT ANV AZHERT DL
NTEFET, ISICFERXDLIR—MERBENX
T LLR— MERBOMAZMBATVWET,

HENE

Automation for Jira

Automation for Jira Z{ERT 2 &, hAY L
AU ZREUIC)iraDBEMEIL—ILZRERIC
BRETDIENTEFRT, cE&xidF. T—ER
F—LNEEOBEEBEID YT OPHWIR—~F
Ty hDBE YV O—XZTSIENTEET,

ScriptRunner for Jira

ScriptRunner for Jira (&, Jira® B &1k, ik
ROEHICEERY—ILEY hTY, XT7UT
NzfERLLT7—770—-0BE1 . 71—
ROEH. JiraDMDF o> 3 VICHERIGL T
WXT, Xfc. APIZfE>THO 7 TUHED

TSMOTeHDT LS P VTEEHA R

hRUET,

ChatOps

Jira Cloud / Server for Slack

Jira Service Management®70Y ¥ b %
SlackF ¥ Y RILICERT 5 & T F—AKK
OV MIOWTUTZILEA LRIZRL
—ayE&dI127—yavaERRIZIL
MTEEXT, SlackATlE, T—F—(FJirah
SEHZEREL. BERICHIDTE DD, F—
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5nNXI,

Microsoft Teams for Jira

Microsoft TeamsZERAL TWEF—L D5
&. Jira Service Management &ff&9 5 2
ET ATRL—Y3yPaIa=r—Yy3Y
NESICHBEICEDET, 12— DFT=1E
B U. Microsoft Teamsh 58N s Z &<,
Fr RIVRTF—LOEBHIKRZEIL, FELU
BOZENTEET,
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Elements Connect (IHFeed)

Elements Connectld. SQLT—%F X=X ¥
REST APIR EDHERDY —AH 5T —4 %EE
BU. W RILT71—ILRICEBEBADLET,
—RREREME L TE. CRMAST—4
ZRBE LD, 7EY NOCMDBADEWE
beRENBDFT,

FLyIER

Comala Workflows

FL v INR=X&UTConfluence with Jira
Servicez{ERA L TW3iHE. Comala Work-
flows (& Confluence @ A > 7> & FRIIC
BRIELT<NET, Thick b, Confluence
REaXVMLE2Z— EB. RFaX2E
BEZEMISIENTEEXT,

90


https://marketplace.atlassian.com/apps/1220781/reftab-jira-plugin?hosting=cloud&tab=overview
https://marketplace.atlassian.com/vendors/866502/eazybi
https://marketplace.atlassian.com/apps/1211156/arsenale-dataplane-jira-reports?hosting=server&tab=overview
https://marketplace.atlassian.com/apps/1215460/automation-for-jira-server?tab=overview&hosting=server
https://marketplace.atlassian.com/apps/6820/scriptrunner-for-jira?hosting=cloud&tab=overview
https://ja.confluence.atlassian.com/jirasoftwarecloud/jira-cloud-for-slack-950819054.html
https://marketplace.atlassian.com/apps/1217836/microsoft-teams-for-jira?hosting=cloud&tab=overview
https://marketplace.atlassian.com/apps/23337/elements-connect-formerly-nfeed?hosting=datacenter&tab=overview
https://marketplace.atlassian.com/vendors/94/comalatech

Y=

IV -S54 XY —EX

Uy Ua—yav0RE B

IVA—=T534RX
IN—hF—

HE5DBHRBEDITSMEA
ZRRINSEBHD, OV
YILT1 VT RIANTZ
TT 4 A, BB, TV
H—=T54 X)\— K~ F—I&
VAT LOfE. BF. 7
v IO L — RZEEERNICK
EBULXYT, £/, HRcD
F—LEHBAULTTZ AT Y
TYDYTNY T ERE
DZ—XICEDLETHRY
NA1RXTBIENTEEXT,

IVH—=TF14RX
IN— R F—IZDWT

TSMOTeHDT LS P VTEEHA R

$2

.

HIR—hH—ER

YTV
vEITZLFITIVICAN

. IEITFR
LNILOEFESR—KITY
VZFF—ILNFIERT
EET, BBEFELTIR—

hF—LlE. IRXTOER,

BEAIDFIRE. [B18E 5k 72 2AAT
LTED., BEKRDOEEZ
RIETHRULET,

Hik— N F—E 2R
ICOWT

FTIOZRAILTZHoV
YX—Iv—(TAM)

TRSVTVORBEER
YUa—ya v 7 RAAY
—HBEEEH AL THIhE
BXFXJ, TAMIZITSMD
Vy—=
F—LORAEZL. BHGEO
—RKYy 72 EHICT v
7T7T—bhULZET,

TAMICDWT

—ZFrET—hkL.

PhZVZYDITSMYV Y 2a—23>v07 7OCMAERF. ZNETNEBDET, 2D, FEITK
REEDIEDITRBEVWT Y Y —T 574 AP —EXZRHEL TVE

91


https://www.atlassian.com/ja/enterprise/enterprise-partners
https://www.atlassian.com/ja/enterprise/enterprise-partners
https://www.atlassian.com/ja/enterprise/support-services
https://www.atlassian.com/ja/enterprise/support-services
https://www.atlassian.com/ja/enterprise/tam

A ATLASSIAN

dAZRL—23 2V ITSMODHDEDE

AZRL =Y 3V ITSMICREBRIANTS VT A A X EDICRDEZ HBNULET, HIBILTA
TARACHERULED, F—LXAMEHBLTL LS W]

PhIOFZYDITSMY Y a—2aveEmhERLES

—
B

F—LFLDITSM 7 7O—F = #H 4, FITEARINBORFETIA1Y Y
RN

N

—&TH->T. REZS

2

VIRNDIT TRV I ESHEORE &
——XILEHEtES

3. U—EALAVHESHBED LY T
D7 TO—F
6. Va1—2arvZzEIRL TRINZHRTIC

EEGXANIIA

P—ERAYR—rXRUI R TVITVREBXANITR

1. PR —EHEOA YTV

—
.

2. IR 2. SRR

3. YIIZRhoNy a0 X 3. FIIEFKE

4. 1EEHEvs R 4. IR K

5. SLAZERE 5. SLARTBRENIcA VYTV K (%)
6. FTy MKBLHDIAX L 6. 1VITYRNCKBEEHREE (%)
7. CSAT (BEmERE) 7 7vTEIAL

ITSMOHDT LSV P VUREHA R 92



H—EZXFTYINY

ITEIRAIRIAV b

O L7 —ERR—F LD SEEENREY
XAYYT TN ZEBEICUNE

O ITHMPAEEY R AZFABOA —F> 720
SIRL—a v ERBIZODTZIT
4 R =R

O Fa—¢BabEFIRALUEBNGREY X
2Y U IR~ DEBEIERT S

O 7YvAIL7AY Y NEBZRAL T
HA 7 JaiE

O EYaZIiR—REFERBLT, AT7—7IK
W=D ZRL—yayeE3Iaz=yT
—gVERE

H—EABRERE

EEXR

O ~hyF¥Yorvor770—FTH—EXET
W7 —%F 0 F v &=HEE

O fEferTci— U —ERE 1 —ZBE

O FHAECMDB7Z U r—yayccyYyYa
—¥ a3 V&R

$—ERARL—Y 3V

1VITV NERE

O RROEEZHLWEE(Z2—/—Y
W IETBRPDTZI T4 AZRITAN
%

OMELTHAREF—LOEEEKRUI T
AhZBELT S

O BHEMbLY RV ETILERWT. ZEDOES
JBRIZ DT D

O REBEBZ/NSRERBMICHNET S

O ZBEX MY Y IELVPKPITE > TEE%E
EIET %

[0 DevOpsDEFEICL > T, FkDY Y —
AEEAEICYTNT S

FLYIER

O B\BNRA VYT NEBI LA TV o %
W9 %

O 21— —PI A7 AN SHRESINHEZ
RICIBETE2L5ICT 3

O AN—KM@AYA—=ILRTYa1—-Y VI
&0 75— NES Z28EHIT S

O ChatOps &5 7 v I FERLTF—LA
ZEEIES

O AgEDIZTa=r—ya>vz—mftLT
SRR T EE

TSMOTeHDT LS P VTEEHA R

O A=T7rho2HBSnBWICK DERAME
ZEmH3

O JERT7 72023 F)IF—ALlcLBa7
RL—2 3y THEEZARILT S

O MBEHBOXLZHET S

PIEEE

O Av7 Y N EEEBERTS VT« A%
AL, Y—EXDEZMLEEIES

O #HhsZRAR I EPRERZHET S

93



B—ERYR—b

Y—EXEE

O L7 —EXRTTYTRL TN

O MBH OO —ERT R ZEE

O KPITHR— Y —ERZRIE

O RV I 1—2a>yEDRBICED 7Y N%ZBHF

O B8t TcE5E 2 2I38EEL. TERWEZZIFEELLT S
O ITEBA Y —EXIYRI XY N DIRER

Atlassian Team Playbook DA 7L 1

O Health Monitor
U IT Project Poster
O IT Project Kickoff
O Capacity Planning
[ Retrospective

H - &F UL atlassian.com/team-playbook

ZOMDITYY—2R

7hZ VITILAA R4
FRZITZAVITYRNEEBINYR Ty Y
7 ~Z27>ITSM Microsite

ITSMD7edDT LSV P VREAA R

94


https://www.atlassian.com/ja/team-playbook/health-monitor/service-teams
https://www.atlassian.com/ja/team-playbook/plays/it-project-poster
https://www.atlassian.com/ja/team-playbook/plays/it-project-kick-off
https://www.atlassian.com/ja/team-playbook/plays/capacity-planning
https://www.atlassian.com/ja/team-playbook/plays/retrospective
https://www.atlassian.com/ja/team-playbook
https://www.atlassian.com/ja/whitepapers/itil4
https://www.atlassian.com/ja/incident-management/get-the-handbook
https://www.atlassian.com/ja/itsm

HMEHEICDOWT

Paul Buffington

hZIVTFY
ITSMZU>3 )Y Y a—y 3y
IVI=7F

PRIV FPVI V=T34 XF—LD—EH
ELT. BROITSMOEEBEERT Y
R—KZ1T5 Paule OITICXHT 2 EEE
(R TOISEMU OOV YILT « v T 1RER
ICLK>TEMITFENTED, PhT 78
RICDOWTIRHBEZADZ E, ZOEFEFIAH
T/ 0Y—lceEEsd. F—LOEHE
HOREICEFTRUTET, AL ITVINDEE
LS TCREESIEDI—=)LTV L MUN—=&
ES5LTED, BRICIFNTIF VT EEER
FaEREUATVWETD,

TSMOTeHDT LS P VTEEHA R

Teresa Fok

TRSVTY
ITSM>Z=77A% 0 "N—TT4 27
NEX—Vv—

Teresa Fokid 7 by 7>y 7047 &
N—T59—T9, BREO-_—X%=ZEEIT3Z
EMS, PRIV VEBREFESTEIYRR
DEZBRTZEIDET, ITF—LEL
HiT, HBOZLZRET D L ICBEREE
WTWET, BEEEREFNFE T, @EmKIET
VIIVIRADNAIY T OHER, UC
N=DL—DIN\=Z A=)l - AT - Y
XATMBAZERBLTWET,

95



LAY—ITSMY —ILH 5 D#B{TTH.
MHTY ) 1—ya3VEBATZIERTD.

PRSI TVRBBIDITREZ 7Y 77—k U,

Eié%b<§b%@9*1®:—fwﬁi$?o

PRIV IDNBRBIEDODY—EANRIAY N %
EDELSIKEZBDTLLEOID?
PhZIFZUDITSMY Y a2—232ICDOWTIE,
FRhIOF7oDILTHA R EEI LRI,

Q 20tV —2R

e Case Studies: Reimagining ITSM with Jira Service Management

e Forrester Wave™: Enterprise Service Management

e Forrester's Total Economic Impact™ of Atlassian for ITSM

©2021 Atlassian. All Rights Reserved. SMT-2554_DRD-04/2020

A ATLASSIAN



https://www.atlassian.com/ja/software/jira/service-management/features/service-desk
https://www.atlassian.com/ja/software/jira/service-management/customers
https://www.atlassian.com/ja/forrester/esm
https://www.atlassian.com/ja/whitepapers/forrester-total-economic-impact-atlassian-for-itsm



